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Abstract 

This report presents the results of the mapping and analysis of ICT-enabled social innovation initiatives promoting social 

investment through integrated approaches to the provision of social services, which was conducted as part of the research 

on ICT-Enabled Social Innovation in support of the Social Investment Package (SIP). The main goal of the research carried 

out by the European Commission's JRC-IPTS jointly with the Directorate General Employment, Social Affairs and Inclusion, 

was to explore the potential contribution of ICT-enabled social innovation as an enabler of change in the EU Member 

No\o`n½ efforts to pursue active policies to prioritise social investment and modernise their welfare systems. More 

specifically, building on a review of existing literature and theoretical approaches, this report defines the state of the art in 

the field under investigation and develops the conceptual and analytical framework of the research. The report also 

provides an overview of the findings from analysis of initiatives from both a quantitative and a qualitative perspective. 

The results of the analysis of the empirical findings are illustrated through a 'Knowledge Map' of ICT-enabled social 

innovation initiatives promoting social investment through integrated approaches to the provision of social services, 

including a special focus on the area of active and healthy ageing and long-term care for older people. The report 

concludes by outlining implications and directions for future research. 
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Executive Summary  

Research objectives and methodology  

The main goal of the research is to explore the potential contribution of ICT -enabled social 

innovation to the implementation of the Social Investment Package (SIP) . The SIP was 
launched in 2013 by the European Commission to encourage EU Member States to pursue active 
policies to prioritise social investment and modernise their welfare systems.  

This report presents the results of the mapping and analysis of policy -relevant initiatives  
gathered during the first year of the research. These initiatives represent integrated approaches to 
social services provision and include a special focus on active and healthy ageing and long-term 
care. This exercise will be updated and expanded further during the remaining two years of the 
research.  

The analysis aims to define the state of the art in the field under investigation and develop a 

conceptual and analytical framework for research. To this end, both scientific and grey 
literature was reviewed, using a systematic approach and objective criteria to ensure the relevance 
and usefulness of retrieved material. In parallel to the review of existing literature and theoretical 
approaches, information was collected on existing documented policy -relevant initiatives , 

which were analysed according to common typologies. For this purpose, initiatives were identified 
through a review of the literature, additional project repositories and other direct sources. This 
allowed the construction of an inventory of 140 initiatives , from which 70 were selected for 

analysis  according to the following criteria: policy relevance; ICT-enabled social innovation; and 

evidence of outcomes generated. These initiatives have been analysed from both quantitative 

and qualitative perspectives, according to the dimensions of the conceptual and analytical 
framework developed as part of the research.  

As regards geographical scope , most of the initiatives included in the mapping exercise took 
place in EU Member States. However, initiatives from some countries outside the EU, considered in 
the vanguard of the specific policy areas under investigation, were also explored in order to learn 
from their experiences and provide insights that may be of interest for EU Member States. 

Key results  

Conceptualisation and review of the state of the art  

The research is exploratory since it concerns an area still in the early stages of definition. Policy and 
practice experience is still limited in most countries around the world. Therefore, the first result of 
the research is the development of a conceptual and analytical framework for mapping initiatives 
of ICT-enabled social innovation in the area of integrated approaches to social services provision, 
with a special focus on active and healthy ageing and long-term care.  

As a starting point, a working definition of ICT ·enabled social innovation  was developed, 
which underlies the conceptual framework and helps to further operationalise the research. To this 
end, the dimension of ICT-enabled innovation potential was combined with the key elements of 
social innovation defined in the literature and practice. We propose the following definition: 

'A new configuration or combination of social practices providing new or better answers to 
social protection system challenges and needs of individuals throughout their lives, which 
emerges from the innovative use of Information and Communication Technologies (ICTs) to 
establish new relationships or strengthen collaboration among stakeholders and foster open 
processes of co-creation and/or re-allocation of public value'. 

This results from efforts to characterise the phenomenon of ICT-enabled social innovation and its 
underlying elements. It will serve to further guide the gathering of initiatives and the analysis of 
impacts in the following phases of the research. 
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Another contribution of the first phase of the research is the analysis of the state of the art. This 
provides, however, a patchy picture of current developments in the field . First of all, 
references found in the existing scientific literature are predominantly related to commonly-
recognised major challenges to social service delivery, such as healthcare and active and healthy 
ageing, and secondly to social services targeted at groups with high political priority in most 
European countries. Moreover, though social services reforms have been gaining momentum all 
over the world, the analysis of the grey literature and practice collected seems to show that the 
main focus of the reforms is on promoting efficiency and cost savings through service 

integration and cross -sector collaboration .  

Furthermore, it appears that the majority of applications of ICT-enabled innovation emerging from 
the literature review address mainly one policy or problem area or target group , within an 

individual social service. However, a complementary review of practice has shown that a number 

of 'pioneer' examples exist where ICT-enabled innovations are actually leading the way in 

transforming how individuals interface with social service providers across a range of countries and 
types of services. For instance, a number of governments around the world are embracing ICT-
enabled innovations to support the design and implementation of integrated approaches to social 
services, through the development of electronic user records, the use of data analytics and 
interoperable technologies that enable the identification of at-risk beneficiaries and a better 
understanding of service usage. This facilitates coordinated case management and more targeted 
use of resources. In this regard, although they do not seem to be well-established as yet in many 
EU countries, several initiatives based on ICT-enabled social innovation are starting to produce 
results and are providing the basis for effective social policy reforms, by addressing 

reorganisation and integration of social services provision . For instance, the analysis of the 

state of the art suggests that, although the great majority of applications of ICT-enabled innovation 
address mainly one policy, problem area or target group within an individual social service, the 

'one-stop-shop' model of integrated service delivery is emerging as a trend in support of social 
policy innovation and reform of social protection systems. However, it seems it has not yet reached 
its full potential with regard to the 'game-changing' role that ICT-enabled social innovation can 
play.  

Analysis of the empirical findings  

The quantitative analysis performed is the first exercise of its kind ever conducted by the 

European Commission directly and provides an overview of the field under investigation. However, 
the sample of initiatives gathered at this stage of the research is not representative of the actual 
universe of initiatives and, due to its limited size, it is not statistically significant. Therefore, findings 
must be understood as illustrative and preliminary. Moreover, since the IESI research project puts a 
special focus on the area of active and healthy ageing and long-term care, a sub-sample of 20 
initiatives were mapped and analysed separately from the 50 initiatives addressing the other 
Personal Social Services of General Interest (PSSGI) and which have been grouped into five 

main categories for analytical purposes: 1. Education and training; 2. Employability and 

employment; 3. Social assistance; 4. Social care and childcare; and 5. Social inclusion.  

With respect to these 50 initiatives, and their relationship with the three Social Investment 

Package recommendation strands , the analysis revealed that the vast majority of the initiatives 
in the sub-n\hkg` #2-г$ \m` m`g\o`_ oj ¼Dhkg`h`iodib \^odq` di^gpndji nom\o`bd`n½5 oc\o dn' diq`nodib 
di k`jkg`½n nfdggn \i_ ^\k\^dod`n oj dhkmjq` their opportunities to integrate in society and the labour 
h\mf`o) Oc`n` \m` ajggjr`_ ]t didod\odq`n \__m`nndib ¼Diq`nodib di di_dqd_p\gn ocmjpbcjpo oc`dm gdq`n½ 
#/1г$' rcd^c \dh oj `inpm` oc\o nj^d\g kmjo`^odji ntno`hn m`nkji_ oj k`jkg`½n i``_n \o ^mdod^\g 
moments during their lives. Finally, a third of the initiatives under investigation (34%) deal with: 
¼Hj_`midndib nj^d\g kmjo`^odji ntno`hn½ #d)`) npending more effectively and efficiently to ensure 
adequate and sustainable social protection).  
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Furthermore, it is important to mention that most of the initiatives in this sub -sample are 

characterised by an elevated level of integration of services . Thus, beyond initiatives with 
no integration (14%) or lower integration, such as intra-governmental integration (10%) and inter-
governmental (16%), 46% of the initiatives show an inter-sectoral level of service integration, 
resulting from the collaboration between government and service delivery providers in private or 
not-for-profit sectors. In addition to this, 14% of initiatives achieve what has been defined as 
'pervasive' levels of service integration. These initiatives entail a new modus-operandi where 
service providers and beneficiaries co-produce services, innovating delivery mechanisms and 
reallocating resources and roles in order to maximise public value creation.  

The analysis also shows that the majority of the 50 initiatives mapped in the sub-sample of 
'Integrated approaches to social services delivery' have a functionalist conception of social 

innovation . Oc`t o`i_ oj ]` ¼I``_s _mdq`i*jpo^jh` jmd`io`_" #,++г ja oc` didod\odq`n$½ \i_ di^gp_` 
\i ¼Jk`i kmj^`nn ja ^j-^m`\odji*^jgg\]jm\odq` diijq\odji½ #km`n`io di -3г ja oc`h$) Cjr`q`m' oc` 
results also show that a large group of initiatives in this sub-sample promote a 
transformationalist social innovation approach , characterised by the presence of: 
¼Api_\h`io\g ^c\ib` di oc` m`g\odjincdkn ]`or``i no\f`cjg_`mn½ #/3г$ \i_ "Kp]gd^ q\gp` \ggj^\odji 
and/or re-\ggj^\odji½ #./г$) According to the analysis of their ICT-enabled innovation potential , 
51% of the initiatives in the sub-sample use ICTs for organisational/sustained innovation. However, 
it is worth noting that 43% and 16% out of the 50 initiatives use ICTs for disruptive or radical 
transformative innovation respectively. Therefore, it can be stated, albeit tentatively at this stage, 
that the analysis reveals signs that in this area, ICT-enabled social innovation initiatives are 

characterised to a great extent by organisational/sustained innovation,  supporting in 

many cases social policy reform at intra/inter -governmental level. However, a growing 
number of initiatives is also taking the path towards transformative (mainly disruptive and to a 
lesser extent radical) ICT-enabled innovation.  

Looking at the sub-sample of 20 initiatives mapped in the area of active and healthy ageing 

and long-term care , the analysis indicates that the initiatives are aligned with the  specific 

policy priorities of the SIP on long -term care . More specifically, from the perspective of the 
beneficiaries, almost all of the initiatives analysed (19) aim to 'reduce incidence and prevalence of 
frailty and functional limitation' and also aim to 'increase the capacity of older people to manage 
self-care and independent living at home' through an ICT-enabled service. Moreover, 13 initiatives 
aim to 'support formal and informal carers'. From the service provider perspective, the 
enhancement of long-term care provision is the primary goal, with 18 initiatives aiming to 'raise the 
productivity of formal and informal care delivery'. This is followed by the intention to 'improve and 
assure the quality of the care delivery' (16 initiatives) and the aim to 'support integrated care, 
including informal care in the delivery chain' present in 13 initiatives.  

With regard to the levels of governance of service integration , the majority of the initiatives 
of this sub-sample are characterised by inter-sectoral integration, and in 12 cases a stakeholder 
from the private sector was a member of the partnership, closely followed by public bodies that 
participate in 11 inter-sectoral partnerships. The pervasive level of integration was embodied 
instead by 3 initiatives, while another 3 initiatives have been identified as isolated. When it comes 
to the dimension of typ es of service integration , the most frequent option is the collaboration 

among partners in service delivery  (14). However, slightly more than half the initiatives mapped 
(11) collaborated in funding the service provision and / or through organisational integration as 
well. Also a key finding of the analysis is that the use of ICTs does indeed have innovative 

potential  to rearrange the services, both in the way they are provided and in what they can offer. 
Half the initiatives mapped seem to have 'game-changing' potential to radically transform services 
by enabling their provision: 8 out 12 independent living initiatives and 2 of the 8 integrated service 
initiatives have this potential. The rest of the cases (6) could instead be best described as 
functionalist  ̧ sustained innovations, characterised by the use of ICT tools to facilitate service 
planning and delivery. 
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All 20 initiatives in this sub-sample share a common element in their social innovation 
dimensions: they are all driven by a well-defined need (supporting the long-term care of older 
people), while 7 initiatives embodied a new collaborative network, and the fundamentally changed 
nature of relationships among the stakeholders also emerged in 7 initiatives, whereas 8 of the 
mapped initiatives - 6 from independent living and 2 from the integrated care - seem to contribute 
to the creation or re-allocation of public value. 

Knowledge maps of ICT-enabled social innovation  

Among the key outcomes of the first phase of the research there is what we have defined as the 
'IESI knowledge maps of ICT-enabled social innovation". These knowledge maps serve to 
illustrate the key findings of the qualitative analysis  of the 70 initiatives gathered during the 
first year of the mapping exercise, split between general social services and the more specific area 
of active and healthy ageing and long-term care. The two maps highlight the main characteristics 
of the initiatives with regard to ICT-enabled innovation potential; elements of social innovation; 
levels of governance and types of service integration (see Chapters 4 and 5 for details). The first 
Knowledge Map illustrates typologies of initiatives identified to cover seven of the main areas of 
Personal Social Services of General Interest (PSSGI)  and grouped into five main categories 
for analytical purposes: 1. Education and training; 2. Employability and employment; 3. 

Social assistance; 4. Social care and childcare; and 5. Social inclusion.  

 

Figure 1: IESI Knowledge Map of integrated approaches to  social services delivery in the 

areas of: education and t raining; employability and employment; social assistance; social 

care and childcare; and social inclusion 

 

 
Source: own elaboration. 
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The second knowledge map illustrates initiatives which are integrated approaches to social services 
delivery in the area of active and healthy ageing and long -term care , addressing the specific 
sub-themes of 1) Independent living; and 2). Integrated care for older people. 

Figure 2: IESI Knowledge Map of integrated approaches to social services delivery in the 

area of active and healthy ageing and long -term care (independent living and integrated  
care) 

 
 

Source: own elaboration. 

 

The IESI knowledge maps indicate common patterns and specificities of the initiatives analysed 
with regard to the main dimensions of ICT-enabled social innovation and service integration they 
entail. Thus, they shed some light on the different approaches to the various social 

services areas addressed  and they provide ex amples of what types of ICT -enabled social 

innovations are currently being implemented in some EU countries and beyond, offering 
inspiration for policy and future research. 

Implications for future research  

This report provides an overview of the results of the first year of an exploratory research project 
which addresses a 'moving target', as ICT-enabled social innovation is by default in a state of 
perpetual flux. Moreover, many of the initiatives under investigation are experimental, often 
practice-driven and at an early stage of implementation, complicating further any study of the 
outcomes and impacts generated. Therefore, it is clear that there are several limitations to  this 

phase of the research .  



 

10 

First of all, the examples that have been mapped in this first phase do not constitute a 
representative sample of the wealth of ICT-enabled social innovation initiatives in social services 
across Europe. The next mapping exercises will integrate the knowledge map and possibly 

define a more representative samp le to provide a better overview of the EU landscape. 

Secondly, the conceptual and analytical framework proposed requires further validation through 
its application to a larger set of initiatives and its contextualisation in different welfare models, 
social protection systems and delivery approaches. The next phase of the research will look at how 

social services are structured in different EU Member States to help us better understand 
the impacts generated and the relationships with socio-economic contextual factors according to 
different types of social services and target users. It will also identify drivers and barriers for 
the implementation of different types of ICT-enabled social innovation, including widening the 
scope and exploring promising socio-technological solutions, such as approaches based on open/big 
data or predictive modelling, just to mention a few. In this connection, while evidence of ICT-
enabled social innovation delivering social services appears to be widespread across the EU and 
beyond, evidence of the level of deployment is not clear. In addition to a significant segment of 
policy interventions that are pan-European rather than national policy-driven initiatives supported 
by the central government, many experiments are being developed at grass-roots level, involving 
partnerships between community-based and third sector organisations, local authorities and the 
private sector. Additional analysis is required to gain a more accurate picture of the degree of 
geographical deployment of ICT-enabled social innovation, placing a special emphasis on 
gathering initiatives at local and municipal level.  

Finally, the following phase of the research will propose a framework to analyse the impacts of ICT-
enabled social innovation based on social retu rn on investment and social impact 

approaches. This framework for measuring the impacts of ICT-enabled social innovation on public 
value, as a means of reducing inequality and improving wellbeing will be advanced further in the 
context of social investment, which will be assessed as an investment with the explicit expectations 
of both social and financial return. This is related to the need to ensure that policy reforms are not 
only evidence-based but also results-oriented, and to provide direct input into the implementation 
of the Social Investment Package (SIP) within/ at the level of Member States. 
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1.   Introduction  

1.1.  Research background 

In February 2013, the European Commission launched the Social Investment Package (SIP) 2 to 
support the implementation of the EU 2020 strategy. The SIP Communication urges Member States 
(MS) to prioritise social investment to modernise their welfare systems in order to address 
unemployment, poverty and social exclusion challenges brought about by the economic crisis and 
sustainability challenges posed by the ageing population trends.  

Social innovation  is an essential element of the SIP. Social investment relies on social innovation 
to provide solutions that produce better results than existing solutions or the status quo. Social 
innovations can improve the efficiency of social policies and their effectiveness in addressing 
societal challenges and also facilitate life-long investment in human capital.  

The SIP emphasizes that the potential of social innovation is further increased by the growing range 
of available innovative solutions based on Information and Communication Technologies 

(ICTs). However, these solutions only materialise rapidly on the ground when social innovation is 
encouraged to take full advantage of them.  

In this context, the European Commission's DG Employment, Social Affairs and Inclusion (DG EMPL), 
through its Directorate (D1) ̧ Social Policies, Innovation and Governance, and the European 
Commission´s Joint Research Centre, Institute for Prospective Technological Studies (JRC-IPTS), 
through the Information Society Unit, have entered in an Administrative Arrangement to conduct a 
research project entitled 'ICT-enabled Social Innovation in support to the Implementation of 

the Social  Investment Package' (hereafter IESI) .  

IESI is a three-year research project designed according to three interrelated Work Packages, 
namely: Systematic mapping (WP1), Methodological framework of analysis of impacts (WP2) and 
thematic analysis/case studies (WP3). Figure 3 describes schematically the IESI research design. 
This report addresses the first phase of the research which included the conceptualisation and the 
first 'round' of mapping and analysis of ICT-enabled social innovation initiatives conducted in 2014. 

Figure 3: IESI Research Design 

 
Source: own elaboration. 

                                                        
2  Communication from the Commission to the European Parliament, the Council, the European and Social Committee 

and the Committee of the Regions: Towards Social Investment for Growth and Cohesion ̧ including implementing the 
European Social Fund 2014-2020. COM(2013) 83 final.  
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1.2.  Objectives and scope of the research  

The key goal of IESI is to support the implementation of the EU Social Investment Package (SIP) by 
addressing how ICT-enabled Social Innovation can support social investment policies.3 

The project aims to: 

1. Provide a deeper understanding of how EU Member States can make better use of ICT-
enabled social innovation to implement the actions suggested in the SIP. 

2. Contribute to building a knowledge bank on social policies as foreseen in the SIP, by 
providing results of a structured analysis of initiatives. Thus it contributes substantive 
evidence-based input to the gathering of knowledge and the sharing of successful policy 
experiences and initiatives implemented in EU Member States. 

3. Develop a methodological framework of analysis of the impacts generated - from micro to 
macro level - by ICT-enabled social innovation initiatives promoting social investment. 

The overall result expected from the research is to better understand how ICT-enabled social 
innovation initiatives can contribute to: simplifying administrations; better targeting benefits and 
services (e. g. through simpler procedures, better information or one-stop-shops); improving the 
management, provision and coordination of services; designing high-quality and cost-effective 
services meeting the needs of citizens; and supporting access to and take-up of services.  

The following activities are carried out - during the three-year research- to achieve this result: 

- Review of relevant literature, policies, theoretical approaches and the level of deployment 
and integration of ICT-enabled service provision amongst EU Member States. 

- Collection and documentation of relevant examples of initiatives across the EU and beyond, 
including countries considered to be in the vanguard in the policy areas under investigation 
in order to analyse the services provided by various stakeholders and intermediaries, from 
the public, private and third sectors, with a specific focus on the role and relationships 
among them, and their network effects. 

- A search for insights from EU Members States and an assessment of current initiatives in 
order to better understand the nature and impact of ICT-enabled social innovation in 
support of social investment, its drivers and barriers, determinants, and diffusion paths. 

With regard to the scope of the research, the starting point for the analysis is to address the 

Personal Social Services of General Interest (PSSGI) 4, classified in 10 typologies as follows5:  

1. Childcare 

2. Education and training 

3. Social assistance 

4. Social care 

5. Social housing 

6. Employability  

7. Employment 

8. Social inclusion/participation 

9. Civic engagement 

10. Active and healthy ageing and long-term care.  

More specifically, the scope of the research lay in policy relevant initiatives related to integrated 

approaches to social services provision , from both a service provision and a beneficiary's 

                                                        
3  See § 4.1 for the definition of ICT-enabled social innovation developed as part of this research. 
4  See § 3.1 for more details on the concept of and definition of Personal Social Services of General Interest (PSSGI).  
5  It should be noted that this classification is preliminary and in the mapping and analysis phase the proposed 

classification of PSSGI has been already grouped in a set of social services areas (see Chapter 5 for details).  
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perspective, and hence contribute achieving the following priorities defined according to specific 
objectives of the SIP6: 

- From the service provision perspective : 

- Increase social protection systems productivity adopting a joint efficient and 
effective perspective, through organisational reform and procedural 
simplification/reengineering). 

- Improve access and take up of services, including personalised support based on 
users' specific conditions.  

- Increase quality and cost-effectiveness of services and designing policies better 
meeting the needs of final beneficiaries. 

- From the beneficiary´s perspective : 

- Promote active inclusion interventions, with a specific focus on those most distant 
from the labour market.7 

- Facilitate more inclusive labour markets, especially through supporting 
intermediaries (e.g. Public Employment Services, Public Social services and other 
social actors).  

- Support youth social inclusion, education and training, employment and more 
general civic engagement. 

- Promote access to and use of early childhood education and care, by improving the 
conditions of parents for combining raising children with work, and at the same 
time support the wellbeing of children.8 

Moreover, the research has placed a special emphasis on initiatives related to the area of active 
and healthy ageing and long-term care due to the particular focus of the SIP to address the 
challenges posed by ageing population trends for the social protection systems. In this area the 
following policy objectives were identified:  

- From the service provision perspective :  

- To raise the productivity of formal and informal care delivery. 

- To improve and assure the quality of the care delivery. 

- To support an integrated care, including informal care in the delivery chain. 

- To increase employment in the care sector. 

- To improve access and take up of services. 

- To increase the sustainability of the public care systems 

- From the beneficiary´s perspective : 

- To increase the capacity of older people to manage self-care and independent living 
at home. 

- To reduce incidence and prevalence of frailty and disability, through healthy and 
active ageing, prevention and promotion of physical and mental health, and 
rehabilitation. 

- To support formal and informal carers. 

Therefore, the research focuses on two interrelated policy areas , namely: 

- Integrated appr oaches to the provision of social services . The research addresses 
initiatives that are related to integrated approaches to the provision of all Personal Social 

                                                        
6  The research addresses a selected number of the policy objectives of the SIP. These have been agreed with DG EMPL 

in the inception phase (see IESI Research Design and Methodological Approach, JRC-IPTS Working Document, 2014). 
7  See SWD(2013)39 final on 'Follow-up on the implementation by Member States of the 2008 European Commission 

recommendation on active inclusion of people excluded by the market. 
8  See Commission Recommendation 'Investing in Children: breaking the cycle of disadvantage' C(2013)778 final. 
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services of General Interest. More specifically, the research investigates the role of ICT-
enabled innovations and their capacity to improve the integration/coordination of services 
delivered by various stakeholders, including public administrations at national and sub-
national level, intermediary actors, and organisations from the private and third sectors. 

- Active and healthy ageing and long -term care for older people , The research puts a 
special emphasis on initiatives that are related to a) the process of optimising opportunities 
for health, participation and security in order to enhance quality of life as people age 
(Active and Healthy Ageing) and b) services and assistance over an extended period of time 
for older people who depend on help with basic or instrumental activities of daily living 
(long-term care for older people). This area is further divided into three themes according to 
the main EC policy objectives, namely: 1) independent living; 2) integrated care; and 3) 
prevention, health promotion and rehabilitation. 

1.3.  Aim and structure of this report  

This report presents the results of the first year of mapping and analysis of ICT-enabled social 
innovation initiatives which promote social investment through integrated approaches to the 

provision of social services, with a special focus on active and healthy ageing and long-term 
care. The report builds on a review of existing literature on social services and current theoretical 
approaches to them. It then provides an overview of the analysis resulting from the mapping of 
policy relevant initiatives gathered during the first year of the research, which will be updated and 
expanded further during the course of the research. 

The report is structured as follows: 

- Chapter 1  introduces the background, the overall objectives and scope of the IESI research. 

It also outlines the aim and structure of this report. 

- Chapter 2  provides a brief overview of the methodology followed, detailing research 
questions, units of analysis and the approach to conducting the literature review, the 
mapping and analysis of initiatives. 

- Chapter 3  reviews the state of the art in the area under investigation. It first defines key 

concepts and typologies relevant to the concept of ICT-enabled social innovation, defining in 
particular the role if ICTs in innovating and integrating social services, including in the area 
of active and healthy ageing and long term care for older people which receives a special 
attention in this research. It then describes the key findings from the literature review with 
regard to the areas of social services most impacted by ICT-enabled innovation and the 
degree of deployment of ICT-enabled social innovation in the EU. 

- Chapter 4  presents the conceptual framework, which underpins the research and has been 
used to guide the mapping and analysis of initiatives. 

- Chapter 5  provides an overview of the results of the analysis of the initiatives collected as 
part of the 'first round' of the mapping exercise, from both a qualitative and a quantitative 
perspective. The analysis builds a set of 'knowledge maps' of ICT-enabled social innovation, 
which will be further enriched and consolidated in the next phases of the research.  

- Chapter 6  discusses the main conclusions deriving from the first year of the mapping and 
analysis in terms of the contribution made by ICT-enabled social innovation to the 
implementation of the SIP in the policy areas of integrated approaches to social services 
provision and active and healthy ageing and long-term care. It also provides an analysis of 
the gaps identified; the limitations of the first year of the mapping exercise and the 
challenges encountered, as well as recommendations for future research. 
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2.   Methodology  

2.1.  Research questions and unit of analysis  

Overall, the IESI research aims to explore the nature of ICT-enabled social innovation and analyse 
its impact on initiatives devoted to promoting social investment through integrated approaches to 
social services provision. The research systematically collects evidence-based knowledge in the 
areas related to Personal Social Services of General Interest (PSSGI) in general and with a specific 
focus on active and healthy ageing and long-term care for older people.9 
 
This report addresses one of the key questions underlying the research10, namely:  

RQ1 How can ICT-enabled social innovation support the implementation of policies which 
promote social investment?  

The following sub-research questions are then investigated as part of the first phase of the project 
and addressed in this report:  

SRQ1 What types of ICT-enabled innovation are being implemented to support the reform of 
social investment policy?  

SRQ2 Which areas and target groups of social service provision are most supported by ICT-
enabled social innovation?  

SRQ3 What is the degree of deployment of ICT-enabled innovation to support social investment 
policy reform in the EU?  

SRQ4 Which concrete initiatives involving ICT-enabled innovation to support social investment 
policy reform have been implemented and have evidence of outcomes generated? 

 
With respect to the unit of analysis , this research investigates policy relevant experiences and 

initiatives which involve ICT -enabled innovations in designing and implementing services, 

systems or social policies more efficiently and effectively, and which address the final 

beneficiaries, intermediary a ctors or public administrations .11 

In order to operationalise the research, we refer to the unit of analysis with the term 'initiatives' .12 

These initiatives have to be policy relevant, i.e. they must address the policy objectives of the 
Europe 2020 Strategy and the Social Investment Package (SIP). Moreover, they must aim to 
simplify and/or modernise social policies, social benefit systems and/or administrative procedures 
and service delivery mechanisms through ICT-enabled innovations. They should also present some 
evidence of outcomes generated, in order to facilitate the identification of drivers and key enabling 
conditions for success, and to outline policy opportunities and recommendations for possible 
transferability or replicability.  

2.2.  Lit erature review  

In order to define the state of the art in the field of ICT-enabled social innovation in support of the 
implementation of policies promoting social investment and to build the conceptual and analytical 
framework of the research, a literature review was conducted following a systematic approach.  

                                                        
9  Although the methodology followed in general terms a common approach for both areas under investigation, different 

search terms, databases and repositories have been investigated with regard to the two area of under analysis. 
Details on the approach followed for the literature review are available in the Methodological Notes annexed to the 
IESI Deliverables D1.2.1 and D1.1.1 respectively, available at: http://is.jrc.ec.europa.eu/pages/EAP/eInclusion.IESI.html 

10  These research questions apply to the overall research scope of IESI. Other research questions defined in the IESI 
Research Design and methodological report will be addressed in other components of the research.  

11  See IESI Research Design and methodological approach (JRC-IPTS Working Document, 2014, unpublished). 
12  This term is also defined as: an act or strategy intended to resolve a difficulty or improve a situation; a fresh approach 

to something. See Oxford Dictionaries: http://www.oxforddictionaries.com/definition/english/initiative  

http://is.jrc.ec.europa.eu/pages/EAP/eInclusion.IESI.html
http://www.oxforddictionaries.com/definition/english/initiative
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The review was carried out following a standard set of steps, using objective criteria to ensure 
relevance and usefulness of retrieved material. The use of explicit and transparent methods also 
ensured that the research was replicable and updateable during the next phases of the project and 
after it. The review aimed firstly to identify available evidence on the nature and characteristics of 
ICT-enabled social innovation in integrated approaches to social services provision and wuth a 
specific focus on the area of active and healthy ageing and long-term care. The relevance of each 
study or report identified was then assessed and a summary of the key findings presented. 

Both the scientific literature and practice- and policy-relevant documents (grey literature) were 
reviewed. An iterative approach was taken to the review which was carried out in multiple stages: 
(i.e. the initial scientific literature search served as a basis for the grey literature search, which in 
turn fed into further searches). The steps followed in the search protocols for the scientific and grey 
literature reviews were slightly different and are described hereafter.13 

Scientific literature review:  

This review identified relevant academic papers in the fields under investigation, related to the SIP. 
The steps followed were: 

- Step 1: Definition of search keywords. The list of terms used was based on the 
research scope, the key terms in the research questions and the policy objectives glossaries.  

- Step 2. Identification of relevant scientific databases and search engines. Relevant 

databases were selected as sources for queries on the policy fields investigated.  

- Step 3. Database Search. The defined keywords were used to search in the databases 
and repositories selected.  

- Step 4. Refinement of search results. The items collected were validated using 
selection (inclusion-exclusion) criteria, to select references relevant to the issues under 
investigation. 

- Step 5. Evaluation and synthesis of re levant findings . Items selected were reviewed 
in detail for relevance of content regarding the research objectives, including information 
related to both the research questions and the identification of potential candidate 
initiatives for the mapping. 

Grey literature review:  

This review identified relevant policy documents and practitioner-generated reports, mainly at 
European level in the fields under investigation, related to the SIP.  

- The search terms  used were adapted from the search covering the different areas defined 

in the scientific literature search. 

- Search terms were applied to search engines and sources such as policy-oriented 
research repositories, databases, research projects and platforms.  

- The relevant references of the identified sources were followed up and included/excluded 
according to specific selection criteria.  

- Relevant documents and reports selected were reviewed in detail for relevance of 
content  regarding the research objectives, including information related to both the 

research questions and the identification of potential candidate initiatives for the mapping. 

2.3.  Mapping and analysis  

The aim of the mapping activities was to collect information on existing documented policy-relevant 
initiatives in the domain of ICT-enabled social innovation promoting social investment through 
integrated approaches to social services provision with a special focus on active and healthy ageing 

                                                        
13  See Annex I to IESI Deliverables D1.2.1 and D1.1.1 available at: http://is.jrc.ec.europa.eu/pages/EAP/eInclusion.IESI.html 

http://is.jrc.ec.europa.eu/pages/EAP/eInclusion.IESI.html
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and long-term care, and to analyse them according to common typologies. To this end, initiatives 
were identified through the review of the state of the art and through scanning additional projects 
databases and other direct sources. Initiatives were selected according to three selection criteria:   

1. Policy relevance: the initiatives selected had to address the policy objectives of the 
Europe 2020 strategy and the SIP in the policy area under investigation, and in particular 
the policy priorities described above (see § 1.2). 

2. ICT-enabled social innovation: initiatives had to include the introduction and use of ICT-
enabled social innovation (see § 4.1 for the definition of ICT-enabled social innovation 
developed as part of this research).  

3. Evidence of policy outcomes: initiatives had to provide sufficient evidence of their 
policy-relevant outcomes, documented in scientific or policy documents, or practitioner-
generated reports. 

The geographical scope  of the mapping exercise included mainly initiatives from the EU Member 
States. However there were also explored initiatives from some countries outside the EU that may 
be considered in the vanguard of the specific policy areas under investigation in order to learn from 
their experiences and provide insights that may be of interest for EU Member States. 

More specifically, initiatives that complied with the first two selection criteria (i.e. are policy relevant 
and include ICT-enabled social innovation) were included in an 'inventory' of initiatives and 
documented gathering a limited set of basic information. In a second phase, initiatives that 
complied with all the three selection criteria (i.e. are policy relevant; include ICT-enabled social 
innovation; and have some evidence of policy outcomes) and for which sufficient information was 
available, have been included in the 'IESI knowledge map'. 

It has to be mentioned that the sample of initiatives  gathered at this stage of the research is not 
representative of the universe of ICT-enabled social innovation initiatives. It is not representative 
either of the EU28 Member States, or the different areas of social services covered. Moreover, due 
to its limited size, it does not present statistical significance. However, as the first exercise of this 
kind ever conducted by the European Commission directly, it can be considered as an effort of 
"nomp^opmdib ja oc` n\hkg`½' ]`dig able to provide a first overview of the unit of analysis. More effort 
will be done in further phases of the research in order to build a representative sample.  

Data was collected using a comprehensive 'template for data collection' , as the main 
instrument. This was designed for systematic gathering of information on variables of interest, 
aimed to investigate the spread of policy-relevant initiatives based on ICT-enabled social innovation 
across the EU, and to identify common patterns and emerging trends14. The template collects data 
on a total of 44 variables of interest (both quantitative and qualitative), organised in several 
categories including: description data, organisational data, resources data, monitoring and 
evaluation data, future prospects, lessons learned and challenges, and information sources15. 

The template for data collection also allows the research team to manage information about the 
data management, its validation, and updates. It is structured in a database so that future revisions 
can be carried out and the initiatives integrated to facilitate the analysis. 

The methodological approach followed for the mapping and analysis of ICT-enabled social 
innovation initiatives comprised several relatively sequential steps. However there were also 
important parallel efforts and synergies among them, as depicted in the Figure 4 below. 

                                                        
14  The template was developed and tested during the inception phase of the research. Following the 'piloting period', it 

was reviewed and used to document the initiatives selected from the inventory to be part of the 'knowledge map'. 
15  The 44 variables of the template are divided in three sub-sets of variables, to be collected during different phases of 

the research. The first sub-n`o ja q\md\]g`n dn ^jgg`^o`_ _pmdib oc` ¼No\o` ja oc` <mo½ kc\n`' oc` n`^ji_ np]-set is 
^jgg`^o`_ _pmdib oc` ¼H\kkdib½ kc\n`' \i_ oc` ocdm_ dn g`ao oj ]` ^jgg`^o`_ di oc` ¼>\n` nop_d`n½ kc\n`) Oc`m`ajm`' ocdn 
deliverable has collected the first two sub-sets of variables, leaving for further phases the third sub-set.  
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Figure 4: Methodological approach  

 
Source: own elaboration. 

The initiatives collected and documented as part of the mapping activities were analysed 
quantitatively and qualitatively. From a quantitative perspective , we analysed and described the 
main characteristics and common patterns that emerged from the data gathered through the 
template. Thus, variables of the template that provided quantitative data were analysed using 
descriptive statistics. The focus of the analysis was twofold: a) general description of the initiatives 
gathered, done through variables such as: type of initiatives collected, area of social services, 
location, scale of implementation, starting date, status, operational funding, target users, 
stakeholders and partnerships built around the initiatives; and b) analysis of the initiatives against 
the analytical framework, done through variables such as: SIP recommendations strands, policy 
priorities of the SIP, elements of social innovation, ICT-enabled innovation potential, levels of 
governance integration; and (functional) types of service integration.  

The initiatives were also analysed from a qualitative perspective  according to the dimensions of 
the conceptual and analytical framework developed (see §4.1 and §4.3). This allowed the team to 
build the ́ Knowledge Map ´ of ICT -enabled social innovation promoting social investment 

through i ntegrated  approaches to social services delivery. All mapped initiatives were placed 

around the two axes of the analytical framework (i.e. ICT-enabled innovation potential and level of 
governance integration). Moreover, specific knowledge maps for the various social services areas 
were drawn up and groups of initiatives were also analysed with respect to the elements of social 
innovation showed, the (functional) types of service integration entailed, the sector from which they 
originated and the role they attribute to their beneficiaries. This provides understanding on their 
characteristics, any specific novelty they may have and the approaches they use. 

The analysis has been done separately with regard to the initiatives mapped in the areas of: 
Education and training; Employability and employment; Social assistance; Social care and childcare; 
and Social inclusion and in the area of active and healthy ageing and long-term care for older 
people which concerns a specific sub-sample composed of initiatives related to the themes of 
independent living and integrated care (see respectively §5.2 and §5.3). 
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3.   Review of the state of the art  

3.1.  Foundational concepts and theoretical orientations  

This chapter presents the key findings of the literature review and analysis of the state of the art. 
Before doing this, the basic concepts that underpin this research are introduced. These are the basis 
upon which the conceptual framework and its operationalisation are built (see Chapter 4).  

First of all, it is important to define the scope of innovation  this research is focused on. The Oslo 
Manual defines an innovation as 'the implementation of a new or significantly improved product 
(good or service), or process, a new marketing method, or a new organisational method in business 
practices, workplace organisation or external relations' (OECD, 2005)16. However, this research, does 
not address innovation in general terms. Instead, it is interested in the 'practice of innovation' that 
is developed within or across the boundary of what can be defined ţo a large extenţ  public 
sector/public service17 and also the practice of ICT-enabled social innovation promoting social 
investment through integrated approaches to social services provision, which is the specific focus of 
this research.  

The public sector in fact can be an actor of innovation in many ways including the way it functions, 
the way it exerts its conditioning role (e.g. from a regulatory and administrative procedural 
perspective), and also by inducing innovation in the private and third sector through its procurement 
activities (Hollanders et al. 2013; European Commission, 2008). Moreover, over the past 30 years 
the public sector in most parts of the world and in Europe in particular, has been shaken by various 
intellectual and political r\q`n ja #\oo`hko`_$ ^c\ib`) Oc`n` c\q` _daa`m`io i\h`n5 ¼I`r Kp]gd^ 
H\i\b`h`io½ (Dunleavy and Hood 1994)' ¼Kp]gd^ Q\gp` H\i\b`h`io½(O'Flynn 2007)' ¼M`diq`iodib 
Bjq`mih`io½ (Osborne and Gaebler 1993), New Governance (Osborne 2006; Rhodes 1996), and 
more (Muccio and Mauri 2012). The latest trend is that of ICT-enabled public sector innovation, 
starting with eGovernment followed by eHealth, eGovernance and Open Government (Misuraca, 
Codagnone, and Rossel 2013).  

Moreover, according to data from surveys where public sector respondents are given a definition of 
innovation and asked whether they have introduced one or more of them, it seems that, contrary to 
popular belief, innovation in the public sector is more widespread than in the private sector (APSC 
2011; Arundel and Hollanders 2011; European Commission 2009, 2011, 2012; Hollanders et al. 
2013; Dutta and Bilbao-Osorio 2012; Bloch and Bugge 2013; Bugge, Mortensen, and Bloch 2011)18.  

Notwithstanding the importance and the apparent diffusion of the phenomenon, the most 
comprehensive meta-reviews consulted indicate that though the number of studies on public sector 

                                                        
16  Oslo Manual: Guidelines for Collecting and Interpreting Innovation Data, 3rd Edition, OECD, 2005 - 

http://www.oecd.org/science/inno/oslomanualguidelinesforcollectingandinterpretinginnovationdata3rdedition.htm  
17

  The definition of public sector is not an easy task and confusion is often made with regard to public service. As 
explained in a study delivered for the European Commission (Bauby and Similie, 2010), public sector and public 
n`mqd^`n h\t ijo i`^`nn\mdgt ^jdi^d_` _`k`i_dib ji oc` jmb\idn\odji ja kmjqdndji di `\^c ^jpiomt ajm njh` ¼kp]gd^½ 
services may be provided by private or not fully public organisations. Moreover, the OECD Frascati Manual provide a 
definition of the public sector with the enumeration of included activities (OECD 2002, 63). It includes also bodies that 
do not provide services but are rather in charge of policy-making and/or of political decision, while public enterprises 
usually providing Services of General Interest (SGI) such as utilities are instead treated as part of the business sector. 
Therefore, Public Sector does not exactly coincide with public services. This is an important observation to define 
which dimensions / functions of the public sector should be considered in the context of this research to then focus on 
the innovation activities occurring within them.  

18  In the last few years the study of innovation in the public sector, from being mostly based on case studies, has 
increasingly moved toward the survey based approach where data are obtained through simple self-reported answers 
provided from individuals drawn from a fairly large number of public sector organisations. For instance, according to 
the data from MEPIN (Measuring Public Sector Innovation in Nordic Countries) on average in these countries around 
80% of respondents in 2010 reported to have introduced at least one form of innovation: 87.9% in Denmark, 79.2% 
in Finland, 91.5% in Iceland, 83.3% in Norway, and 80.9% in Sweden. According to the European Commission 2010 
Innobarometer survey (European Commission 2011): At EU level, two-thirds of public administration institutions 
introduced a new or significantly improved service in the 3 years before the survey was conducted. 

http://www.oecd.org/science/inno/oslomanualguidelinesforcollectingandinterpretinginnovationdata3rdedition.htm
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innovation is growing, they do not yet represent a consolidated body of literature (Djellal, Gallouj, 
and Miles 2013; Greenhalgh et al. 2004, 2005). In the majority of cases, the concepts and theories 
developed from the private sector are simply applied to the public sector. As yet, there is no theory, 
or broad empirical base on public sector innovation, or a conceptual definition of innovation specific 
for the public sector (Misuraca, 2012). As pointed out by many scholars, innovation theory has 
focused from the start on the manufacturing sector and has neglected services innovation even in 
the private sector (e.g. Djellal, Gallouj, and Miles 2013). As interest has only gradually moved to 
service innovation in the private sector, this broadly explains the lack of theory and empirical 
research focusing on the public sector.  

In this perspective, despite the lack of a consolidated body of literature on public sector innovation, 
using general definitions reviewed in Hollanders et al. (2013) and the work of Windrum 2008; 
Walker, Jeanes, and Rowlands 2002, and Misuraca 2012, this research propose a conceptual 
framework and its operationalisation on social innovation enabled by ICT (see Chapters 1 and 4).  

The other foundational element addressed in this research refers clearly to social innovation , 
which is recognised as quite a fuzzy concept (Bekkers et al, 2013) or a 'quasi-concept' (European 
Commission, 2013).19 In fact, from a theoretical perspective, a review conducted as part of the 
WILCO project (2013) concluded that in the broader literature social innovation cannot be assigned 
to any paradigm within any single social science.  

Apmoc`mhjm`' oc` gdo`m\opm` ji nj^d\g diijq\odji dn _jhdi\o`_ ]t ¼bm`t gdo`m\opm`½' np^c \n kjgd^t 
advisory m`kjmon' \kkgd`_ m`n`\m^c h`hjm\i_\ \i_ ijmh\odq` ¼oj-_j½ gdnon #Hpgb\i' -++46 Cjr\g_o 
& Schwarz, 2011). On one hand, this reflects the fact that research analysing social innovation can 
and has drawn on several quite different disciplines, including economics, political science, 
sociology, social policy, and in fewer cases, cultural studies (Moulaert et al, 2005).  

On the other hand, this is because the field of social innovation research is still in its early stages 
and it lacks an epistemic community. It involves researchers that define themselves as 
interdisciplinary, depending upon a variety of research traditions rather than a single paradigm. 
Thus, the analysis of existing literature reveals significant theoretical variety and this variety is 
likely to continue to exist (WILCO, 2013). 

Definitions of social innovation are multiple and the boundaries around the phenomenon are so 
vague and ill-_`adi`_ oc\o do dn kmj]\]gt hjm` \kkmjkmd\o` oj o\gf ja nj^d\g diijq\odji ¼gdo`m\opm`n½ 
than of one distinct and unified body of knowledge (Millard et al, 2013). For example, Mulgan 
(2006) defines social innovation as 'innovative activities and services that are motivated by the 
goal of meeting a social need and that are predominantly developed and diffused through 
organizations whose purposes are social'. Bason (2010:96) defines social innovation as 'innovation 
for the social and public good, or as new ideas (products, services and models) that simultaneously 
meet social needs and create new social relationships or collaborations'. Bates, (2012: XIX) 
perceives social innovation %_q rfc npmacqq md _bbpcqqgle rfc umpjbɃq kmqr npcqqgle af_jjclecq ugrf 
novel solutions that are better than current solutions, new to the world and benefit society as a 
whole and not just a single entity'. Cels et al. (2012:4) argue that 'social innovations are the 
attempts to transform the way societies address social problems and produce public goods and 
qcptgacq &Ɍ' gl mpbcp rm gknpmtc qmag_j msramkcq _lb apc_rgle ns`jga t_jsc%. The European Union 
(2010) looks at social innovation as 'innovation that is social in its ends and in its means, thereby 
embracing new ideas that meet social needs by creating new social relationships and 
collaborations'.  

Another term to be defined, which is central to our investigation, is social services . From the 

analysis of the literature in the field, it emerges that there is no agreed definition of the meaning of 
this frequently used term. Terms such as social services, social welfare, social protection, social 

                                                        
19  A quasi concept is defined as: 'Ɍ _ amlacnr ufgaf Ɍ gq kmpc rf_l qgknjw _ qjme_l mp ɂ`sxxumpbɃ `ca_sqc gr f_q qmkc 

reputable intellectual basis, but it may nevertheless be found vulnerable on analytical and empirical grounds. What is 
special about such an idea is that it is able to operate in both academia and policy domains'. (McNeill, 2006, p. 335) 
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assistance, social care and social work are often used interchangeably as having almost the same 
meaning and as referring to the same services (Murray, 2007; Kuronen, Jokinen, & Kroger, 2010). 
These difficulties of classification are also evident when we look at social services in the existing 
different social policy schema and governance models, particularly when these include countries as 
diverse and numerous as those in the EU28. A variety of modalities of organisation, types of 
providers, regulatory frameworks and contract-based relationships are entailed. Social services can 
be provided either by public authorities, by the non-profit/social economy sector or by the private 
commercial sector. The relative role and mix of provider types depends very much on the historical, 
cultural, and socio-economic context and may differ according to the services provided (Huber, 
Maucher & Sak, 2006). 

In this context, the concept of Social Services of General Interest (SSGI) was introduced for the 

first time by the European Commission in 200620. It identified two broad types of services: 

Á Statutory and complementary social security schemes covering the main risks of life; 

Á Services provided directly to the person, such as social assistance services, employment 
and training services, childcare, social housing or long-term care for elderly and for people 
with disabilities, defined as Personal Social Services of General Interest  (PSSGI)21. 

In 200722, the Commission refined its definition of PSSGI and highlighted a certain number of 
objectives that social services pursue ̧such as responding to vital human needs, contributing to 
non-discrimination and creating equal opportunities. The Commission also highlighted the principles 
of organisation, which are common to these services, such as solidarity, proximity, 
comprehensiveness, personalisation and an asymmetric relationship between user and provider. 
SSGI are also defined in the Staff working document: 3rd Biennial Report on Social services of 
General Interest (2013) accompanying the Social Investment Package23. Both documents show that 
social services play a prevention and social cohesion role, not only helping people to live in dignity 
and enjoy their fundamental rights, but also to fulfil their potential and to take part in society.  

PSSGI can be identified as a key means used by all European welfare states to realise social, health 
and employment policy objectives. Generally, they are:  

Á provided by either governmental or non-governmental organisations and by commercial 
for-profit organisations. However, most of them, such as social care, are still provided 
informally and unpaid by family, friends, neighbours, colleagues and unpaid volunteers.  

Á organised and provided separately from, or as part of, other related services such as 
social protection (e.g. cash benefits), health and education services.  

Á kmjqd_`_ di n`mqd^` pn`mn½ jri cjh`n #_jhd^dgd\mt ^\m`$6 di _\t ^`iom`n ja q\mdjpn otk`n6 
and in residential homes and institutions.  

Á staffed by social workers and other groups of staff with various titles: e.g. social assistant, 
¼\idh\o`pm½' jm m`nd_`iod\g ^\m` rjmf`m) Di njh` ^jpiomd`n' gj^\g \pocjmdot nj^d\g n`mqd^`n 
departments employ staff from related professions (e.g. psychologists and sociologists). 
Unpaid volunteers also make substantial contributions to them in many countries. 

Social services in general, and Personal Social services of General Interest in particular, are 
fundamental for the social investment approach and for the social protection systems as they, 
along with benefits, cover different types of risks that an individual can face during his life course.  

                                                        
20  Commission communication `Implementing the Community Lisbon programme: Social services of general interest in 

the European Union´, COM(2006) 177 of 26 April 2006. 
21  As anticipated in §1.2, in order to capture the essential element of social services dynamics and trends and to 

understand how ICT-enabled social innovation impact them, we suggested to narrow the field of analysis to the 
Personal Social services of General Interest (PSSGI) that is, social services of general interest addressing the 
individuals, and on which we assume that ICT-enabled social innovation initiatives can have greater impact. 

22  Commission communication: ´Services of general interest, including social services of general interest: a new 
European commitment´, COM(2007) 725 final of 20 November 2007. 

23  SWD(2013) 40 final. 
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For this reason there has been an increasing interest in the critical role of social services to cope 
with new types of risks, such as ageing of population or women's participation to the labour market, 
and to develop a preventive approach. Besides, there has been in the last years an increase in the 
services diversity and complexity, also due to the empowerment of users and the request to take 
more complex needs into consideration (European Commission, 2014; Misuraca et al., 2014).  

The economic and financial crisis has played a double role in relation to social services. On one side, 
it has highlighted how these services cushion the impact of the crisis and help people affected by 
the crisis to find a new start. On the other, focus on fiscal consolidation may have an impact on the 
adi\i^dib ja nj^d\g n`mqd^`n \i_ ji ^dodu`in½ adi\i^d\g k\mod^dk\odji oj \^^`nn oc` n`mqd^`n) 

Integrated approaches to service delivery can help addressing this challenge by improving 
effectiveness and efficiency of service delivery from a financial perspective and from a user's 
perspective if they are designed with appropriate investment from start mobilising adequate 
resources and planning. In the perspective of the users, integrated services are likely to promote 
continuous care, avoid duplication and gaps in the delivery and reduce waiting times. Integrated 
services also facilitate information and knowledge sharing between professionals who play a role in 
identifying the needs and the adequate responses. This will have a positive impact on decision 
taking which can be faster and more holistic. An integrated approach improves the responses to 
complex needs and would better serve the citizens, especially the populations in need of priority 
services such as people from disadvantaged groups. Regarding the financial impact, integrated 
service delivery is likely to reduce the administrative burden of delivering support as multiple visits, 
and costly interventions are reduced. Some forms of structural integration could lead to savings 
due to mutualisation of some costs (European Commission, 2014). 

The concept of service integration  is indeed of direct relevance to this research. But again, the 
analysis of the literature shows that a clear and precise definition of this term has yet to be 
proposed. However, according to Fischer and Elnitzky (2014), although definitions vary, integration 
is often situated and defined within three conceptual frameworks:  

Á integration as levels  which are places on a (theoretical) continuum of social structures or 
interactional environments that can be conceptually located within micro-, meso-, or 
macro-level (i.e., individual, organizational, or inter-organisational) frameworks;  

Á integration as a continuum,  on which the point where a specific services integration 

model may lie can be described (other authors may prescribe a progressive stepwise 
manner in which integration either should or can occur);  

Á integration as services, users, and communities .  

These categories are not exhaustive, nor are they mutually exclusive; for example, levels of 
integration may also exist on a continuum and may entail distinguishing among an array of users 
or services. However, Fischer and Elnitzky (2014) pointed out that factors facilitating and 
challenging integration tend to fall very broadly into one of three general categories: (1) level and 
scope; (2) planning, implementation, and (3) management and funding. 

A specific perspective worth considering was put forward by Kodner (2009), who explored the 
concept of integrated care and attempted to define it through the different views of stakeholders 
and the different approaches to integration. He distinguished it according to: focus; type; level; 
breadth and degree of integration. Advancing on this, Cameron et al. (2014) assessed the 
`aa`^odq`i`nn ja dio`bm\o`_ rjmfdib ]\n`_ ji oc` bpd_\i^` ja oc` PF½n CH Om`\npmt _`adidodji' 
namely the evaluation of how a policy or intervention is implemented, the effects it had, for whom, 
how and why. They reported several outcomes in terms of improvements in quality of life, health, 
well-being and coping with everyday living. However, they also found very limited evidence of the 
cost-effectiveness of integrated care. 

Raeymaeckers and Dierckx (2012) instead combined insights from organisational sociology and 
social work to develop a comprehensive framework to study the concept of network integration. 
They distinguish four dimensions: communicative integration, cultural integration, normative 
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integration, and functional integration. Building on this perspective, Raeymaeckers (2013) showed 
that a high level of integration is often found in networks in which the governance is more 
developed and mature. Governance leads to an integration of the efforts of diverse service 
organisations, ultimately increasing the responsiveness of the entire network to the complex 
problems of the target group.  

In this perspective, the study of networks is important with regard to service integration, as it is 

assumed that social services provision might be enhanced and improved through the effects that 
can be generated by ICT-enabled social innovations. Despite from the review of literature it did not 
emerge such link between network theories and ICT-enabled social innovation in integrated 
approaches to social service provision, we hold that they may have a crucial role in understanding 
the nature and impact of such emerging phenomenon, especially with regard to Public-Private 
partnerships and service delivery models emerging through Public-Third-sector collaboration. In this 
respect, the theoretical orientations emerging from the literature review show, first of all, that the 
idea that networks are crucial in spurring innovation has been widely applied at National Innovation 
Systems (NIS) level (Etzkowitz, et al., 2008; Lundvall, 1992). They are 'systems dealing with 
knowledge' which is seen as the most important input factor for innovation.24 

From a different viewpoint, social network analysis, though first developed and applied to the study 
ja di_dqd_p\gn½ \^odjin' c\n ndi^` ]``i rd_`gt \kkgd`_ oj jmb\idn\odjin di oc` ^jio`so ja 
management studies focusing on inter-organisational networks.25 Collaborative practices and 
networks are considered to be viable methods of innovation through knowledge creation and 
transfer (Kogut and Zander, 1992; Alexy et al., 2013). Moreover, from the perspective of 
evolutionary theory of economic and organisational changes, networks can form a bridge between 
already existing knowledge and experience about innovation, as innovation may more often be the 
result of recombination of already known aspects (Nelson et al., 2002). Networks are often studied 
to identify nodes enabling organisations to share information and knowledge (Monge et al., 2003).26 
Elements of knowledge in the environment are important for the innovative process and it has been 
empirically shown that innovating organizations search for external knowledge in their environment 
(Powell et al., 1996; Lipparini et al., 2013; Dahlander, L. and Piezunka, H., 2014).  

Most research on organisational networks can be broadly characterized by two basic approaches: 
the 'network analytical' approach  and the 'network as a form of governance' approach . 
The first approach focuses mainly on micro-level, egocentric aspects of networks, building largely 
on work done by sociologists studying networks of individuals. Scholars have contributed to the 
description and explanation of network structural characteristics using concepts such as density, 
centrality, and structural holes (Burt, R., 1992 and 2000; Wasserman, 1994). The network as a form 
of governance approach, in contrast, treats networks as the unit of analysis. The network is viewed 
as a mechanism for coordination, or what has often been referred to as network-governance.27 
Seen from an economic perspective, this literature challenged the conventional wisdom that the 
market is the only efficient system of non-hierarchical coordination. 

Therefore, although the network perspective has not been considered in depth in this phase of the 
research it will crucial to consider it in the following analyses, in order to better understand the 

                                                        
24  Freeman (1987) defined the National Innovation System (NIS) as 'a network of institutions in the private and public 

sector whose activities and interactions engender, modify and spread new technologies'. It has since become the 
categorical framework for analysing innovations and the theoretical foundation for governmental innovation policy In 
this line, the tight linkage between the government, academia, and the economy and particularly industry is described 
as a 'triple helix' Etzkowitz (2003) and is a necessary precondition for successful economic growth.  

25  Inter-organisational networks are studied to understand how exchange of information between organisations impacts 
their rates of innovation (Baum et al., 2000; Monge et al., 2003; Nelson et al., 2002; Schilling et al., 2007). 

26  Evolutionary economic and organisational studies hold that diversity is a focal feature in the promotion of innovation 
and the cognitive distance between different nodes in a network may be beneficial for innovation as change agents 
contribute knowledge and skills (Nooteboom, 1999). 

27  No\modib rdoc Rdggd\hnji½n #,420$ "H\mf`on \i_ Cd`m\m^cd`n"' \ md^c gdo`m\opm` c\n _`q`gjk`_ ji _daa`m`io ajmhn ja 
governance over the last three decades. 
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nature and impact of ICT-enabled social innovation, given the network effects they may generate or 
from which they could benefit.  

Finally, it is worth defining the concept of Active and healthy ageing and  long-term care  for 

older people  which holds a specific focus in this research. In fact, although long term care is 
normally referred as a subset of the PSSGI as it addresses the needs of people across their lives 
and in various circumstances, we refer more specifically to the policy objectives defined in the 
Social Investment Package (SIP) and its accompanying communication to guide Member States' 
public long-term care systems responding to the challenges of the demographic change 
(SWD(2013) 41 final).  

The review of how these objectives were conceptualised in the main Commission policy documents 
that refer to the objectives of the SIP28 led us to frame the concept under investigation adopting a 
terminology which is also in line with the European innovation Partnership on Active and Healthy 
Ageing (EIP-AHA, 2011) considered for the grounding of this research. Thus we adopted the 
definition of the WHO (2002) for Active and healthy ageing,  i.e.: the process of optimising 
opportunities for health, participation and security in order to enhance quality of life as people age. 
Healthy refers to physical, mental and social well-being. Active refers to continuing participation in 
social, economic, cultural, spiritual and civic affairs (and is also linked to autonomy and 
independence). As regards long-term care for older people , we have adopted the definition of 
the Social Protection Committee and the European Commission, (2014) i.e.: the range of services 
and assistances for persons who over an extended period of time are dependent on help with basic 
activities of daily living and/or instrumental activities of daily living. It also includes measures to 
help prevent, postpone or mitigate the onset of long-term care needs.  

The area of active and healthy ageing and long term care for older people is thus composed by 
three specific themes which are the focus in this part of the research29: 

1) Prevention, health promotion and rehabilitation. This theme refers to measures to keep 
people healthy and to reduce the incidence of frailty, postpone its onset and reverse or 
mitigate the course of illnesses, frailty, functional limitations and disability.  

2) Integrated care. This relates to measures to increase the accessibility, take-up, productivity, 
quality and effectiveness of care (more and better care with fewer resources). It focuses on 
better organisation of care among care providers, and improving the supply and retention 
of carers, shifting care to the formal sector and making care more attractive in order to 
increase employment rates.  

3) Independent living. This includes measures to compensate for older people's physical and 
mental restrictions, empowering and enabling them to deal with functional limitations; to 
achieve a greater degree of self-sufficiency and maximise their autonomy; and to reduce 
the need for care.  

 

                                                        
28  The report on "Adequate social protection for long-term care needs in an ageing society" of the Social Protection 

Committee and the European Commission (2014)., the Council Declaration on the European Year for Active Ageing and 
Solidarity between Generations (2012): The way forward (Council of the European Union, 2012), and the European 
Innovation Partnership on Active and Healthy Ageing: a) Strategic implementation plan for the European Innovation 
Partnership on Active and Healthy Ageing - Steering group working document, final text adopted by the Steering Group 
on 7/11/11: Operation Plan.; and b) Communication (COM (2012) 83 final) from the Commission to the European 
Parliament and the Council: taking forward the Strategic Implementation Plan on Active and Healthy Ageing (2012). 

29  It must be underlined the scope of the research in the area of Active and healthy ageing and long term care is 
delimited to older people and does not include all topics related with employment and social participation. This is 
mainly due to the fact that the research is driven by the main objectives defined in the SIP and in part because of 
resource constraints.  
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3.2.  Typologies of ICT-enabled innovation in support of social policy reforms  

The scope of innovation in this research has been defined above as the innovation happening within 
or across public sector / public services. In this regard, the European Public Sector Innovation 
Scoreboard (EPSIS) defines public sector innovation as: 'A new or significantly improved service, 
communication method, process or organisational method' (Hollanders et al. 2013, 9).30 However, to 
address one of the specific research questions outlined in our approach (see § 2.1) we consider 
more useful looking at the typology developed by (Walker, Jeanes, and Rowlands 2002), which 
provides services and users as focus of innovation, as shown in Figure 5. 

Figure 5: Typology of public sector/service innovation  

 

Source: Walker, Jeanes, and Rowlands (2002, 15) 

 

The typology above focuses exclusively on services and users and may therefore seem to lack the 
dimensions of changes in processes, organisation, and communication. A more careful analysis, 
however, shows that this is not so, since these internal (process, organisation) or external 
(communication) dimensions are to a large extent functional to a service improvement. Providing 
better services to existing users or new services to new users and to existing ones usually requires 
improving processes and organisation, not only budget resources. Reaching new users for an 
existing service is often a matter of communication.  

An example in our field of analysis is the effort needed to spread the information about welfare 
benefits among the most disadvantaged members of the population who need them most, but tend 
not to apply. Studies of the relationship between eligibility and actual participation have found that 
welfare participation decisions depend not only on individual risk factors, but also on the social 
context in which individuals operate (Blank and Ruggles 1996; Blume and Durlauf 2006; Cohen-Cole 
and Zanella 2008; Manski 2004). On the one hand, potential beneficiaries are less well informed 
about the benefits. On the other hand, there are stigma effects: people do not like to be associated 
with welfare programmes that certify their poor economic and social conditions (e.g. EC funded 
Vienna study, Codagnone, C., et al. 2008). 

                                                        
30  In defining public sector innovation, also the MEPIN project (Bloch and Bugge 2013; Bugge, Mortensen, and Bloch 

2011) and the Commission Innobarometer (European Commission 2011) retained process and organisational 
innovation, but substituted product innovation with service innovation and marketing with communication innovation, 
where a communication innovation is defined as the implementation of a new method of promoting the organisation 
or its services and goods, or new methods to influence the behaviour of individuals or others. 
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In this respect, the approach advanced by Windrum (2008) provides a wider list of what should be 
considered when structuring the concept of public sector innovation: 

Á Service innovation : new service or an improvement to the quality of an existing service. 

Á Service delivery innovation : new or altered ways of supplying public services. 

Á Administrative/organisational innovation : changes in organisational structures and 
routines. 

Á Conceptual innovation : the development of new views and challenges to existing 
assumptions. 

Á Policy innovation : changes to thinking or behavioural intentions in policy making. 

Á Systemic innovation : new or improved ways of interacting with other organisations and 
sources of knowledge. 

The first three components can be aggregated, since service innovation and service delivery 
innovation can be seen as two sides of the same coin, whereas administrative and organisational 
innovation are not usually introduced for their own sake, but to improve service provision. The last 
three dimensions r̀ km`n`io Rdi_mph½n m`\g \__dodji oj \ apgg _`adidodji ja kp]gd^ n`^ojm diijq\odji 
as they go beyond the mere focus on services. They are also relevant for policy and political 
innovation and, in our view, conceptual, policy, and systemic innovations are all closely related. They 
bring the focus upstream when policies are conceived or even when changes to services are 
planned and strategically designed.  

Thus, this research considers the two groups of innovations as it is focused, on the one hand, on 
social service provisions and, on the other hand, on the policy and systemic innovation of social 
service systems (see the scope of IESI presented in § 1.2). 

Another comprehensive categorisation advanced recently by Bekkers et al. (2013) reviews literature 
in the field of innovation, and makes the specific link with the public sector, as follows: 

Á Product and service innovations:  ICTs can be used to create new products and services. 

Á Technological innovation  emerges through the use of new technologies. 

Á Process innovation  is focused on the improvement of the quality and efficiency of 
internal and external business processes. 

Á Organisational and managerial innovation  is focused on the creation of new 
organisational forms, and the introduction of new management techniques and working 
methods. 

Á Conceptual innovation  occurs because the characteristics of ICTs may offer a new 
paradigm, a new frame of reference or a new concept for looking at things. 

Á Governance innovation  reflects new ways of how to use the self-organising capacities of 
society in order to organize collective action by the fact that autonomous but 
interdependent actors make use of ICTs to share information, knowledge, contacts and 
experiences. 

Á Institutional innovation  refers to fundamental transformations in the basic principles, 
which lie behind the relationships and positions of public organisations, companies and 
citizens.  

As will be presented in Chapter 4, these typologies of innovation will be integrated in our conceptual 
framework.  

We now introduce the crucial element of our analysis: the role played by Information and 

Communications Technologies (ICTs). The literature confirms that, in general terms, these 
technologies, broadly defined, facilitate by electronic means the creation, storage, management and 
dissemination of information. ICTs are thus both a vehicle for communication and a means of 
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processing information. On one hand, they are part of the economic infrastructure that supports 
global production, trade, investment and capital flows. On the other hand, ICTs are the means by 
which individuals, institutions and organisations network, undertake activities, and participate in the 
development process at local, national and global levels. ICTs are also fuelling innovation and 
productivity, and there are signs of fundamental change in markets and user behaviour, as 
countries move towards a knowledge-]\n`_ `^jijht #`)b) >\no`ggn' ,441' ?pooji' ,443' `o^¶$) 

Looking more specifically at the usage of ICTs in social services, it is clear that one of the most 
important contributions that ICTs can make to social initiatives is to leverage social relationships 
that are considered fundamental for the generation, development and up-scaling of such initiatives 
(Hochgerner, 2012).  

In this respect ICTs, and in particular web 2.0 technologies (also called social computing or social 
media) lower the cost of collaboration as they are built around social relationships. They also 
enable easy, on the fly encounters and collaboration between similarly-minded people. According to 
Clay Shirky (Shirky, 2009), this not only increases the productivity of existing social enterprises, but 
also enables new forms of social innovation, through project-based initiatives and informal groups. 
Moreover, the availability of cloud-based software as a service solution allows anyone to create a 
social network in a few minutes thus enabling social innovations to reach out on a large scale 
through the Internet. An additional element to consider is the fact that web-based social 
technologies provide, through crowdsourcing efforts, or gamification approaches for instance, 
immediate gratification to participants and volunteers, who are thus encouraged to further 
participate. Another characteristic worth mentioning is linked to the fact that web 2.0 technologies 
typically increase social pressure by exposing individual behaviours to peers. This tends to reward 
positive behaviour, such as volunteering, and stimulate imitation (JRC-IPTS, 2009).  

Last but not least, ICTs and particularly web 2.0 technologies benefit from network economies. In 
the social innovation context, this reinforces the self-help and mutual approach, and potentially 
enables an exponential growth of benefits. Traditionally, in public services, the quality of services is 
measured in such a way that increased usage corresponds to lower quality. In health or education, 
countries are compared in terms of hospital beds per inhabitant, or teachers per pupil. In this way, 
when expenditure remains constant, increase in usage lowers the quality of the services. When ICTs 
come in, services can scale up while quality of service remains constant.31 

To sum up, the real novelty of ICT-enabled social innovation seems to be exactly the unprecedented 
opportunities for open collaboration and participation offered by ICTs. The potential of ICTs is 
multiplying and augmenting a trend which emerged some years ago. This is the increasing desire of 
multiple stakeholders and of citizens to have a voice, to better understand the choices affecting 
them, to take direct ownership of and action in the decisions that affect their daily lives, and to 
contribute to tackling social problems and renewing social policies. Matching ICTs with participative 
and collaborative innovations (social in their ends and/or their means) makes a big difference.  In 
these cases, ICTs are no longer neutral general purpose technologies, as they are usually referred 
to in the economics literature (Bresnahan & Trajtenberg, 1995; Helpman, 1998; Crafts, 2004) or an 
add-on channel. Instead, they provide a medium that radically changes the social context of 
interaction,32 acting as a vehicle for change and innovation in different regards. 

ICTs supporting open, collaborative and participative interactions are thus not only enablers  but 

may represent a fundamental game changer for social innovation as they lower significantly the 

                                                        
31  We will be back on this outlining the framework of impact analysis under development as part of Work Package 2. 
32  The novelty of ICT-enabled social innovation seems to match perfectly what can be learnt from the history of 

innovation. This is the rule of the great many of gradual and, over time, large numbers of remarkable innovations 
instigated by few 'basic innovations' (turning points in social change). Society develops and breeds social innovations 
in forms of new practices, institutions, 'rites, techniques, customs, manners and mores' (Kallen Horace, 1949), resting 
on technology and technological innovations. 
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costs of coordination and help the move from an institutional approach to collaboration (Shirky, 
2009)33 through 'small pieces loosely joined' (Weinberger).34  

This distinction, `nk`^d\ggt ajm oc` _`adidodji ja oc` ^ji^`ko ja ¼b\h` ^c\ib`m½ ]pdg_n ji ^g\nnd^\g 
medium theory (McLuhan 1964; Meyrowitz 1985). Medium theory states that media create new 
^jhhpid^\odq` \i_ nj^d\g nk\^`n) Oj kpo ¼oc` h`_dph dn oc` h`nn\b`½ _daa`m`iogt dn oj kjdio jpo 
that the medium is not merely a channel of transmission of a message between two different 
environments, the medium is itself a social environment of interaction, and as such has social 
effects regardless of the content transmitted. Using ICTs as game changer, in other words, is the 
same as considering it as a medium that changes the context of social interaction and the roles of 
different social players (Misuraca, Codagnone and Viscusi, forthcoming). 

Naturally, any of these varied innovations is socially relevant, and all are created and produced by 
societal actors from many walks of life. Thus, it is not the novelty and successful operation of ICTs 
alone turning collaboration and participation into innovation, rather the preparedness of society to 
adopt new solutions for needs and challenges that come into play. In addition the uptake of 
innovations requires more than purchasing power and disposable income, since money is only one 
factor among other resources to be mobilised and allocated. Public value creation or re-allocation, 
policy directions, power imbalances, other disparities, and prevailing patterns of innovations have 
an effect on the success of different kinds of social innovation. 

In this regard, leaving aside for the moment the specific dimensions that will be considered in the 
building of the conceptual and analytical frameworks (see Chapter 4) based on the review of 
literature and practice, the following proposal for a taxonomy developed for the European 
Commission in 2013 is presented in Figure 6:  

Figure 6: Typologies of the role of ICT -enabled innovation in the public sector  

 

Source: own elaboration based on Open Evidence (2013). 

The two dimensions of the taxonomy represent: 1) the way ICTs are used; and 2) different aspects 
of both services and policy in order to re-^jhk\^o oc`n` orj \nk`^on) Oc` admno \nk`^o ¼_`ndbi \i_ 
dio`m\^odji½ dn ]joc pknom`\h \i_ _jrinom`\h \i_ ^jind_`mn ]joc oc` _`adidodji ja kjgd^d`n \i_ 
services (and even the co-production aspect that is typical of social innovation as will be shown 

                                                        
33  See also http://www.goelinsights.com/clay-shirky-collaboration-institutions/ 
34  http://www.smallpieces.com/index.php 


























































































































































































































