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Abstract —Effective redress of social complaints is 

important to agree between the public and the officials. 

Traditional mechanisms often encounter demand for 

conditions with delays and limited access to bureaucracy. 

Different countries have taken different attitudes to digital 

rule, which is a reflection of their political and socio -

economic environment. Citizen Engagement platforms are 

gaining popularity as a way for citizens to voice their 

opinions to the government. With social media playing a 

more vital role in everyday life, governments around the 

globe are seeing its potential to tackle local problems, 

enhance public services, and connect with citizens better. 

ISSUEPOST is a revolutionary platform designed to solve 

these challenges to allow citizens to publish complaints 

related to officials, who then social media to increase 

optimistic tension on the government for timely resolution. 

This paper examines how government institutions can use 

social media to tackle local problems, enhance service 

delivery, and increase transparency and citizen 

participation. It also shows the importance of social media 

in citizen and government interactions, along with its role 

in improving accessibility and collaboration. It aims to 

enhance governance by prioritizing equitable access, data 

quality, and trust. Based on a review of past literature and 

case studies, we examine the institutionalization of local 

government through the incorporation of social media 

platforms into the governance machinery in order to 

enhance communication, accountability, and policy-

making. 
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I. INTRODUCTION 
 

CIVIL involvement is a foundation stone for 

democratic rule, and ensures that public institutions 

know about the wishes and concerns of the population. 

Traditional complaints -travel mechanisms, such as 

founders, often come to boundaries in performance, 

openness and access. Government use of social media 

is no longer an optional but a required tool for 

interacting with citizens and solving urgent problems in 

communities. Improved social media popularity and 

sensible governance have made different avenues 

through which citizen can express their opinions, make 

complaints, and make contributions to public services. 

This research paper specifically deals with designing 

and implementing a platform that makes it possible for 

citizens to channel their concerns towards the 

government through effective communication. The 

quick emergence of social media platforms such as 

Facebook, Twitter, and Instagram have opened up new 

avenues for communication, where governments can 

share information, receive public opinion, and promote 

transparency. The construction of the virtual system 

provides new ways to beautify these strategies. 

ISSUEPOST appears to be a solution that integrates 

criticism with amplification of social media, which 

aims to streamline municipalities between residents and 

state institutions for the public welfare. 

This research paper specifically addresses the design 

and implementation of a digital platform that enables 

citizens to channel their concerns to government bodies 

through structured and effective communication. 

Traditional grievance mechanisms often suffer from 

bureaucratic delays, lack of accessibility, and 

inefficiency, which reduces citizen trust and limits the 

scope of meaningful feedback. By contrast, 

technology-driven systems present opportunities to 

simplify communication, reduce administrative 

burdens, and provide inclusive and real-time citizen 

engagement. Such systems do not only facilitate the 

handling of individual complaints but also generate 

cumulative insights that help policymakers detect 

recurring issues, prioritize responses, and design data-
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informed interventions. This demonstrates the broader 

significance of integrating technological solutions into 

governance, as they provide both immediate problem-

solving capacity and long-term policy development 

support. 

The rapid emergence and expansion of social media 

platforms have redefined government–citizen 

interaction. These platforms have evolved into channels 

where governments can disseminate timely 

information, collect public opinions, and reinforce 

transparency. Social media also establishes a two-way 

communication model, allowing governments to 

directly receive, process, and respond to citizen 

feedback. This bidirectional exchange strengthens 

democratic governance by reducing the communication 

gap between state institutions and society, while 

simultaneously enhancing trust in public institutions. 

Additionally, the collective power of social media 

movements—ranging from digital petitions to 

widespread hashtag campaigns—illustrates the 

growing influence of online platforms in shaping 

political agendas and driving social change. 

Governments that strategically adopt and integrate 

these tools demonstrate greater adaptability, 

inclusiveness, and legitimacy in their decision-making 

processes. 

In this context, the construction of virtual governance 

systems becomes crucial in institutionalizing these 

evolving modes of communication. ISSUEPOST is 

proposed as a platform that integrates citizen criticism 

with the amplification capabilities of social media, 

thereby serving as a structured communication bridge 

between residents and state institutions. The objective 

of ISSUEPOST is not only to provide a complaint-

registration mechanism but also to consolidate 

fragmented communication channels into a single, 

efficient system. The platform ensures that citizen 

concerns are authenticated, categorized, and routed to 

the appropriate governmental departments while 

simultaneously updating users on the status of their 

submissions. This fosters accountability and reduces 

the perception of government opacity, as citizens are 

able to track the trajectory of their concerns. 

Furthermore, ISSUEPOST is envisioned as a data-

driven governance tool. By systematically analyzing 

patterns in public grievances and feedback, the 

platform has the potential to generate valuable insights 

that highlight systemic inefficiencies, recurring policy 

gaps, and areas requiring urgent intervention. Beyond 

serving immediate administrative functions, 

ISSUEPOST contributes to the development of 

evidence-based policies and long-term strategies for 

improved governance. It thus positions itself as more 

than a complaint-management mechanism, instead 

representing an innovative model of digital governance 

that combines technology, transparency, and citizen 

participation. 

In summary, the development of ISSUEPOST 

underscores the significance of leveraging social media 

dynamics within formal governance frameworks. By 

aligning natural patterns of citizen engagement on 

social platforms with structured communication 

systems, ISSUEPOST redefines the traditional 

relationship between governments and the public. It 

emphasizes collaboration, efficiency, and innovation in 

public service delivery, thereby contributing to a more 

inclusive and participatory model of governance in the 

digital age. 

II. LITERATURE REVIEW 
 

[1] This paper focuses on the role of government 

response on the engagement of citizens. It emphasizes 

on the fact that such platforms act as a two-way 

between the government and citizens in problem 

solving. The study uses a variety of factors such as 

time, quality and manner of responses to citizen reports 

and shows that these factors have a positive impact of 

citizen engagement. It also demonstrates that just the 

presence of a response drives up engagement more than 

the other two factors. These findings illustrate that a 

government response platform can greatly increase 

engagement. It emphasizes on government responses as 

a way to achieve more engagement. 

[2] This paper focuses on the role of citizen engagement 

platforms in collaborative government. It states that 

citizen engagement is crucial in development as they 

bridge the gap between the government and its citizens. 

It illustrates the need of including citizens as 

participants in public sector innovation. It mentions the 

struggles in changing governance paradigms. The paper 

concludes on the note that more citizen participation 

can lead to innovations in the public sector. 

[3] This paper focuses on crowdsourcing as a way to 

include for citizen participation. It states that 

crowdsourcing improves the resources and collective 

intelligence of citizens, thereby contributing to growth. 

The study mentions factors such as communication and 

participation to improve public services. It mentions 
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challenges such a citizen input quality. It concludes 

with the statement that crowdsourcing, if used 

appropriately, can be a powerful tool in the 

development of public services. 

[4] This paper discusses the role of citizen participation 

in smart governance and smart cities. It illustrates how 

social media and government portals have influenced 

participation. The study illustrates how digital 

platforms have made administration and accessibility 

easier. It also highlights the importance of real-time 

feedback in smart cities. The paper concludes by stating 

the necessity of social platforms to create a citizen-

centric governance. 

[5] This study offers a comprehensive overview of 

previous research on government usage of social 

media. In their methodical analysis, the writers look at 

how governments around the world have embraced and 

used social media for a variety of purposes. The review 

identifies a number of important domains where social 

media is crucial, such as:  

Public Communication and Engagement: Governments 

now use social media platforms as an essential tool for 

direct citizen communication, feedback collection, and 

public engagement on policy matters. Twitter, 

Facebook, Instagram, and other social media platforms 

have been used by governments to disseminate 

information, make public announcements, and promote 

public involvement. Transparency and Accountability: 

By disseminating up-to-date information about 

government choices, activities, and developments, 

social media helps governments to remain transparent. 

Citizens can now keep a closer eye on government 

operations, which has improved public trust and 

accountability. Crisis Management: The study also 

emphasizes the successful use of social media in times 

of emergency, including natural catastrophes and 

public health problems. Platforms have been utilized by 

governments to inform the public of important 

developments and point them toward resources or 

emergency services. 

[6] Views of citizens regarding the existence of e-

government on social networks: This empirical study 

investigates how government organizations use social 

media to engage citizens and enhance services. With an 

emphasis on four important factors—perceived value 

of e-government, e-government usage intensity, faith in 

government, and overall internet usage—it creates a 

tool to gauge consumers' opinions about Government 

2.0. A random sample of Jordanians was used to test the 

instrument. 

[7] This study looks at how social media is incorporated 

into mobile government, emphasizing how it affects 

service delivery and citizen involvement. Emergency 

response, policy creation, and service promotion are 

examples of successful use cases. According to the 

study, utilizing social media improves user happiness 

and public involvement by establishing interactive 

forums for citizen-government agency collaboration 

and feedback. 

[8] This study examines how social media might 

support smart city administration, emphasizing values 

like openness, responsibility, cooperation, and public 

involvement. Although it points out a dearth of 

empirical research, it uses the body of current literature 

to identify dangers, possibilities, and obstacles. 

[9] Mygov.in was launched July 26, 2014 by the 

Ministry of Electronics and Information Technology 

under the direction of Prime Minister Narendra Modi. 

The main goal of the forum is to include politics and 

residents in governance by offering interactive forums 

where they can provide suggestions and opinions. It 

supports different initiatives such as conversion of 

ideas, surveys, quizzes and participation in government 

programs. The platform is part of the Digital India 

Initiative, which aims to improve e-management and 

increase digital participation in the country. This allows 

users to actively connect and actively connected 

actively and actively linked to different departments 

and ministries on a wide range of subjects, from the 

development of infrastructure to environmental 

protection. 

[10] Historically, governments have implemented 

structured systems for grievance redressal to ensure that 

citizen complaints are addressed systematically. One of 

the most notable platforms is the Centralized Public 

Grievance Redress and Monitoring System 

(CPGRAMS), which serves as a centralized platform 

for citizens to lodge complaints against government 

departments [3]. CPGRAMS provides a formalized 

approach to grievance handling but is often criticized 

for its inefficiencies, including slow response times and 

a lack of interactive features. The literature suggests 

that such platforms, while foundational, often function 

as one-way communication channels, where citizens 

submit complaints but have limited visibility into the 

resolution process [3]. 
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[11] Centralized public complaints and surveillance 

system (CPGRams) is an online platform set up by the 

government of India in June 2007, which is for 

facilitating public complaints. For the establishment of  

CPgrams, complaints in India were mainly 

decentralized and managed through manual. Processes 

often lead to delay and lack of responsibility. The 

installation of CPgrams marked a significant change to 

a more structured and technology -driven approach. 

[12] Civil technology, often called "civic tech", 

includes digital tools and a wide range of platforms 

designed to strengthen the relationship between 

residents and their governments. Its primary goal is to 

promote civilian commitment, streamlined public 

services and promote transparency in government 

operations. This literature review delays challenges 

related to development, applications and civilian 

technology. 

[13] In October 2022, India's government started 

changing information technology (arbitration 

guidelines and digital media ethical code), 2021, 2021, 

the India's government began to change information 

technology (arbitration guidelines and digital media 

moral code) to establish the user's complaint on social 

media platforms. 

[16][17] Government websites have evolved from 

static information portals to dynamic, interactive 

platforms offering e-governance services. Early studies 

in IEEE highlight the transition from Web 1.0 to Web 

2.0 technologies, enabling user participation and real-

time interactions (Smith et al., 2010). More recently, 

the adoption of Al, machine learning, and blockchain 

has further transformed government websites into 

intelligent systems capable of personalized services and 

secure transactions (Zhang et al., 2020). 

[18] The integration of e-governance services into 

government websites has been a major focus of 

research. Studies highlight the success of platforms like 

Estonia's e-Residency and Singapore's SingPass in 

providing seamless digital services (Lee et al., 2021). 

IEEE publications also discuss the challenges of 

implementing e-governance in regions with limited 

ICT infrastructure, such as rural areas in Africa and 

South Asia (Munyoka & Manzira, 2022). 

Sr 

No 

Title of Paper Publication 

Year 

Virtue 

1. How to Improve 

Citizen 

Engagement on 

Public Service 

2024 Highlights that 

quick 

government 

responses boost 

Platforms? The 

Impact of 

Government 

Responsiveness 

citizen trust and 

participation. 

2.  Citizen 

engagement in 

public sector 

innovation: 

exploring the 

transition 

between 

paradigms 

2019 Shows how 

collaboration 

drives 

innovation and 

shared public 

value. 

3.  Crowdsourcing: 

Citizens as 

coproducers of 

public services 

2021 Explains how 

crowdsourcing 

improves 

efficiency and 

legitimacy in 

services. 

4.  Citizen 

Participation and 

the Rise of 

Digital Media 

Platforms in 

Smart 

Governance and 

Smart Cities 

2019 Examines how 

digital media 

empower 

citizens in urban 

governance.  

5. How do 

governments 

leverage the use 

of social media? 

A systematic 

review 

2023 Uses social 

media to 

enhance 

communication, 

transparency, 

and engagement. 

6.  Citizens' attitudes 

towards e-

government 

presence on 

social networks: 

An empirical 

study 

2016 Finds that trust 

and usefulness 

shape citizens’ 

acceptance of 

government 

social media. 

 

7.  Leveraging social 

media in mobile 

government: 

Enhancing citizen 

engagement and 

service delivery 

2023 Shows how 

social media in 

mobile 

government 

boosts 

engagement and 

service delivery. 

8. Opportunities, 

risks and 

challenges of 

using social 

media to foster 

smart governance 

for smart cities 

2017 Explores how 

social media 

supports smart 

governance 

while posing 

security and 

privacy 

challenges. 

10. Social Media 

Platforms Not 

Adequately 

Redressing 

Grievances: 

Government 

2022 Highlights that 

social media 

platforms often 

fail to effectively 

address public 

grievances. 
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11. Govt notifies 

rules for social 

media grievance 

appellate 

committees 

2022 Reports on 

government 

rules 

establishing 

social media 

grievance 

appellate 

committees. 

12. Grievance 

Appellate 

Committee 

mechanism 

launched for 

social media 

complaints. 

2023 Provides an 

appellate 

platform 

ensuring 

accountability in 

social media 

grievance 

redress. 

13. Usability and 

Accessibility 

Assessment of 

Saudi Arabia 

Mobile E-

Government 

Websites 

Publisher 

2021 Assesses Saudi 

mobile e-

government 

websites for 

usability and 

accessibility 

improvements. 

14. The Evolution of 

Government 

Websites: From 

Static Portals to 

Dynamic 

Platforms." IEEE 

Transactions on 

Government 

Informatics 

2010 Traces how 

government 

websites evolved 

from static 

portals to 

interactive, 

dynamic 

platforms. 

15. Al and 

Blockchain in E-

Governance: 

Opportunities and 

Challenges. 

2020 Examines how 

AI and 

blockchain can 

enhance e-

governance 

while 

highlighting 

potential 

challenges. 

16. E-Governance 

Success Stories: 

Lessons from 

Estonia and 

Singapore. 

2021 Highlights 

successful e-

governance 

practices from 

Estonia and 

Singapore as 

models for 

digital 

transformation. 

17. Citizen 

Engagement in 

Public Sector 

Innovation: 

Exploring the 

Transition 

Between 

Paradigms 

2024 Shows how 

collaborative, 

citizen-centered 

approaches drive 

innovation in the 

public sector. 

18. Crowdsourcing: 

Citizens as 

2021 Highlights how 

crowdsourcing 

enables citizens 

Coproducers of 

Public Services. 

to actively 

contribute to 

public service 

delivery. 

19. Citizen 

Participation and 

the Rise of 

Digital Media 

Platforms in 

Smart 

Governance and 

Smart Cities 

2019 Explains how 

digital media 

platforms 

empower 

citizens to 

participate in 

smart city 

governance. 

20. Does Citizen 

Engagement with 

Government 

social media 

Affect Civic 

Participation 

2022 Finds that active 

engagement with 

government 

social media 

increases 

citizens’ civic 

participation. 

21. E-Government 

Mechanisms to 

Enhance the 

Participation of 

Citizens 

2022 Explores how e-

government 

tools strengthen 

citizen 

participation in 

governance 

processes. 

22. A Systematic 

Analysis of 

Digital Tools for 

Citizen 

Participation 

2024 Analyzes various 

digital tools that 

facilitate and 

enhance citizen 

participation. 

23. Linking Citizen 

Satisfaction with 

E-Government 

and Trust in 

Government 

2005 Shows that 

higher 

satisfaction with 

e-government 

services builds 

greater trust in 

government. 

24. The Effect of 

Crowdsourcing 

on Organizational 

Learning 

2021 Demonstrates 

how 

crowdsourcing 

enhances 

organizational 

learning through 

collective 

knowledge 

sharing. 

25. Citizen 

Participation and 

the Rise of 

Digital Media 

Platforms in 

Smart 

Governance and 

Smart Cities 

2019 Explores how 

digital media 

platforms 

promote citizen 

involvement in 

smart 

governance. 

26. Using social 

media for 

Supporting 

Engagement in 

the Public Sector" 

Public 

2025 Examines how 

social media 

fosters citizen 

engagement and 

collaboration in 

the public sector. 
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Management 

Review 

27. The Impact of E-

Government 

Services, Citizen 

Participation, and 

Transparency on 

Public Trust in 

Government 

2025 Finds that 

effective e-

government 

services and 

transparency 

significantly 

boost public trust 

in government. 

28. The Influence of 

Local 

Government 

Responsiveness 

and Information 

Quality on 

Citizen 

Acceptance of E-

Participation 

2024 Shows that 

responsive 

governance and 

high-quality 

information 

increase citizen 

acceptance of e-

participation. 

 

III. METHODOLOGY/EXPERIMENTAL  
 

Synthesis/Algorithm/Design/Method: 

Amplification of complaints through social media acts 

as a catalyst for state responsibility. Public visibility 

creates some form of positive pressure and encourages 

the authorities to address problems quickly. This 

approach is in line with global trends where digital 

platforms are used to increase openness and 

responsibility in governance. However, it is necessary 

to ensure that the platform is used creatively, avoid 

abuse or spread of misinformation. 

 
Figure 1 Work-Flow of IssuePost 

 

While numerically provides a new approach for 

complaints, many challenges must be solved:  

1. Data Privacy: It is crucial to secure privacy and 

security for user data.  

2. Verification of complaints: Use mechanisms to 

confirm the validity of complaints to prevent abuse.  

3. Government cooperation: Establishment of formal 

communication channels with public agencies to 

facilitate the resolution process.  

4. Future development may include integration of 

artificial intelligence to classify complaints more 

effectively in future development and to support a 

variety of user base to support the platform expansion.  

Existing complaints -Running platforms, such as 

centralized public complaints and surveillance system 

(CPGRAMS), provide a means of making complaints 

against public departments [3]. While CPGRAMS 

provide a centralized approach, it primarily acts as a 

one -way communication channel, which lacks 

interactive and improving features of integration of 

social media. Numerology not only provides the facility 

to submit a complaint but also distinguishes itself by 

taking advantage of social media to increase visibility 

and responsibility.  
 

IV. RESULTS AND DISCUSSIONS 
 

The integration of a platform that enables citizens to 

address their issues while simultaneously viewing 

similar concerns from various social media sites 

represents a significant advancement in public sector 

innovation. This approach ensures increase citizen 

engagement focuses on responsiveness, and 

transparency. Our platform includes a more inclusive 

form of engagement allowing citizens to voice their 

issues on a broader spectrum. The effectiveness of such 

platforms is closely tied to government responsiveness. 

As highlighted in the study [1]"How to Improve Citizen 

Engagement on Public Service Platforms? The Impact 

of Government Responsiveness," there is a direct 

correlation between timely governmental responses 

and increased citizen engagement. Furthermore, the 

platform embodies the principles discussed in 

"Crowdsourcing: Citizens as Coproducers of Public 

Services." By enabling citizens to put forth their views 

and information, this platform includes them in public 

services, providing a sense of ownership and 

responsibility. The rise in popularity of social media 

platforms discussed in [4]"Citizen Participation and the 

Rise of Digital Media Platforms in Smart Governance 

and Smart Cities," illustrates the need of using latest 

technology in such platforms. The use of social media 

in solving issues of local government has various 

advantages, such as enhanced public participation, 

enhanced delivery of services, and transparency. Social 

media allows governments to speak to citizens in real 

time and receive feedback on issues of local concern. 

There are obstacles to this, such as the issue of data 

privacy, the digital divide, and misinformation. 

Satisfactorily addressing these concerns entails 

planning and a middle path to the integration of social 

media. Additionally, incorporation of social media in 

mobile government platforms boosts participation of 

citizens by facilitating communication in real-time, 
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collaboration, and public contribution in decision-

making. Governments should place emphasis on 

building strategies that will foster citizens' 

participation, engender trust, and promote proper use of 

social media.  

The reinforcement of complaints through social media 

acts as a catalyst for the state's responsibility. Public 

visibility creates some form of positive pressure and 

encourages the authorities to solve problems quickly. 

This approach corresponds to global trends where 

digital platforms are used to increase the openness and 

responsibility in governance [4]. However, it is 

necessary to ensure that the platform is used creatively, 

avoid abuse or spread of misinformation to maintain 

peace and harmony in the society. 

 
 

V. IMPLEMENTATION IN DIFFERENT 

COUNTRIES 

 

Overview- Government sites act as primary platforms 

for e-management services, transparency growth and 

public commitment. Cloud computing, blockchain, Big 

Data and Artificial Intelligence (AI) are used by 

governments worldwide to promote administrative 

efficiency as digital technology develops. This article 

examines the technical environment for the authorities' 

websites in some selected countries. 

Saudi-Arabia[15]: Saudi Arabs Vision 2030 scheme 

has given rise to remarkable progress in digital rule. 

Online services, including handling traffic violations, 

applying for a visa and updating individual records, are 

all available through the Absher portal. Blockchain and 

artificial intelligence are also used by the government 

to manage data safely and more efficiently. 

UAE, or United Arab Dubai initiative, promotes 

blockchain-based transactions and AI-operated 

services, promoting the United Arab Emirates as a 

global leader in the digital government. A single digital 

identity is provided for access to authority services 

through the UAE pass. Through the paperless strategy 

in Dubai, the nation has also led the route in paperless 

control.  

China Cloud Computing, AI and Big Data have all 

integrated into Chinese authorities to improve public 

administration. The Chinese government uses identity 

confirmation and facial recognition techniques for 

digital services such as the State Council app. The 

nation is also ahead of digital law enforcement and 

smart urban development. 

The United States, the US government uses cyber 

security and cloud computing to increase digital rule. 

Federal services can be reached centrally through 

websites like USA.Gov. Cloud -based state services are 

safe for programs such as the Federal Risk and 

Authority Management Program (Fatherlamp). Data 

analysis and artificial intelligence are crucial for public 

administration and policy attitude.  

The Services of the Government of India have been 

thanked by Digital India Project of India for platforms 

such as Umang, Aadhaar and Digilocker. Base 

biometric identification system enables uninterrupted 

digital identity verification. The government also 

appoints reserved data storage for public assistance and 

blockchain for AI operated chatbot. 

Evaluation through comparison is a unique approach to 

digital rule in all nation. For example,  

Saudi -Arabia prefers artificial intelligence and safe 

online platforms.  

o UAE: Blockchain and paperless control are 

prioritized in UAE. 

o UK: GOV.UK "Make a complaint" section for 

public services. 

o Germany: Federal Ombudsman 

(Petitionsausschuss) accepts online petitions via 

Bundestag portal. 

o France: Défenseur des droits website for 

grievances about public services, rights violations. 

o Italy: Online Ombudsman (Difensore Civico) 

portals for citizens' issues with public 

administration. 

o Nordic countries (e.g., Sweden, Finland): 

Parliamentary Ombudsman portals ensure 

accountability. 

o China: China is ahead of large data integration and 

AI.  

o US: priority for cloud computing and cyber 

security.  

o India: uses digital inclusion and biometric identity 

systems.  
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VI. CONCLUSION 

 

The development and implementation of our integrated 

platform is a step to enhance citizen engagement in 

public service delivery. By providing a space for 

citizens to voice their concerns and issues, this platform 

provides responsiveness and transparency. This 

platform allows citizens to be active participants and 

establishes a direct connection between citizens and the 

government Further research should be done on the 

impact of such platforms on citizen engagement.  

Social media offers a strong platform for local 

governments to discuss the immediate concerns, 

enhance public services, and interact with the public. 

Yet, there are hindrances that must be met to provide a 

strong impact of social media in governance. With local 

governments seeking the full potential of social media, 

there should be more studies on best practices, the long-

term effects of social media usage, and building 

frameworks for the proper use of social media. 

Blending social media with the operations of the 

government can produce smarter, more interconnected 

communities that provide voice to their citizens and 

involve them directly in shaping the place they call 

home. national interest and technological development 

conducts government sites and the ongoing 

development of digital technology. Countries have 

different approaches to digital rules, but they all take 

the goal of increasing efficiency, security and civilian 

participation. Future development indicates a strong 

dependence on cyber security, blockchain and artificial 

intelligence for better public administration. 

ISSUEPOST represents an important step forward with 

the purpose of civilian technology, and provides a 

platform that gives citizens an opportunity to vote for 

their concerns and make state institutions responsible. 

By using access to social media, it improves the 

visibility of complaints and promotes a more 

responsible and transparent management structure. 

 

X. ACKNOWLEDGMENT 

 

We would like to extend our heartfelt appreciation to 

Vishwakarma Institute of Technology for providing us 

with this invaluable opportunity to present this paper. 

Furthermore, we express our gratitude to our project 

guide, Prof. Pawan Wawage, for his support, and 

feedback, throughout this project. His guidance has 

been crucial in shaping this project. We would also like 

to extend our thank Prof. Devika Verma for educating 

us on the process of writing research papers. Her 

valuable insights and explanations have been pivotal in 

furthering our understanding of writing a research 

paper, enabling us to present our research in a clear, and 

professional manner. 

 

REFERENCES 

 

[1] Gao, Qihua and Huang, Yasheng and Zerhouni, El 

Ghali and Zheng, Yanchong, How to Improve 

Citizen Engagement on Public Service Platforms? 

The Impact of Government Responsiveness 

(September 21, 2024). MIT Sloan Research Paper 

No. 7044-23, Available at SSRN: https://ssrn. 

com/abstract=4963536 or http://dx.doi.org/ 10.21 

39/ssrn.4963536 

[2] Nguyen, Huong; Drejer, Ina; Marques, Pilar. / 

Citizen engagement in public sector innovation: 

exploring the transition between paradigms. In: 

Public Management Review. 2024; Vol. 26, No. 

12. pp. 3622-3642. 

[3] Liu, Helen. (2021). Crowdsourcing: Citizens as 

coproducers of public services. Policy & Internet. 

13. 10.1002/poi3.249. 

[4] Gil, Olga & Cortés-Cediel, María & Cantador, 

Iván. (2019). Citizen Participation and the Rise of 

Digital Media Platforms in Smart Governance and 

Smart Cities. International Journal of E-Planning 

Research. 8. 19-34. 10.4018/IJEPR.2019010102. 

[5] Z. N. Hussain and S. L. Sondoh, "How do 

governments leverage the use of social media? A 

systematic review," IEEE Xplore, 2023. 

[6] R. T. Khasawneh and M. M. Tarawneh, "Citizens' 

attitudes towards e-government presence on social 

networks: An empirical study," IEEE Xplore, 

2016. 

[7] A. J. Desmal, M. Aisaeed, S. Hamid, and A. H. 

Zulait, "Leveraging social media in mobile 

government: Enhancing citizen engagement and 

service delivery," IEEE Xplore, 2023. 

[8] "Opportunities, risks and challenges of using social 

media to foster smart governance for smart cities," 

IEEE Xplore, 2017. 

[9] "MyGov.in," Wikipedia. [Online]. Available: 

https://en.wikipedia.org/wiki/MyGov.in. 

[10] "Social Media Platforms Not Adequately 

Redressing Grievances: Government," Outlook 

Business, 24-Jun-2022. [Online]. Available: 



© December 2025| IJIRT | Volume 12 Issue 7 | ISSN: 2349-6002 

IJIRT 188006        INTERNATIONAL JOURNAL OF INNOVATIVE RESEARCH IN TECHNOLOGY 879 

https://www.outlookbusiness.com/news/social-

media-platforms-social-media-platforms-not-

adequately- 

[11] "Govt notifies rules for social media grievance 

appellate committees," The Times of India, 29-

Oct-2022. [Online]. Available: https://times 

ofindia. indiatimes.com/business/india-business/ 

govt-notifies-rules-for-social-media-grievance-

appellate-committees/articleshow/95152088.cms.  

[12] "Grievance Appellate Committee mechanism 

launched for social media complaints. 

[13] Usability and Accessibility Assessment of Saudi 

Arabia Mobile E-Government Websites Publisher: 

IEEE 

[14] Smith, J., et al. (2010). "The Evolution of 

Government Websites: From Static Portals to 

Dynamic Platforms." IEEE Transactions on 

Government Informatics.  

[15] Zhang, Y., et al. (2020). "Al and Blockchain in E-

Governance: Opportunities and Challenges." IEEE 

Access. 

[16] Lee, T., et al. (2021). "E-Governance Success 

Stories: Lessons from Estonia and Singapore." 

IEEE  

[17] "Citizen Engagement in Public Sector Innovation: 

Exploring the Transition Between Paradigms" 

Public Management Review, 2024 

[18] "Crowdsourcing: Citizens as Coproducers of 

Public Services" Policy & Internet, 2021 

[19] "Citizen Participation and the Rise of Digital 

Media Platforms in Smart Governance and Smart 

Cities" International Journal of E-Planning 

Research, 2019 

[20] "Does Citizen Engagement With Government 

Social Media Affect Civic Participation?" Journal 

of Public Administration Research and Theory, 

2022 

[21] "E-Government Mechanisms to Enhance the 

Participation of Citizens" Government Information 

Quarterly, 2022 

[22] "A Systematic Analysis of Digital Tools for 

Citizen Participation" Government Information 

Quarterly, 2024 

[23] "Linking Citizen Satisfaction with E-Government 

and Trust in Government" Journal of Public 

Administration Research and Theory, 2005 

[24] "The Effect of Crowdsourcing on Organizational 

Learning" Government Information Quarterly, 

2021 

[25] "Citizen Participation and the Rise of Digital 

Media Platforms in Smart Governance and Smart 

Cities" International Journal of E-Planning 

Research, 2019 

[26] "Using Social Media for Supporting Engagement 

in the Public Sector" Public Management Review, 

2025 

[27] "The Impact of E-Government Services, Citizen 

Participation, and Transparency on Public Trust in 

Government" Public Management Review, 2025 

[28] "The Influence of Local Government 

Responsiveness and Information Quality on 

Citizen Acceptance of E-Participation" JeDEM – 

eJournal of eDemocracy and Open Government, 

2024 

 

As part of the academic integrity and ethical writing 

practices expected in the ASEP-II project, a thorough 

plagiarism check was conducted on the research paper 

titled "[ Grievances in Government: Leveraging 

ISSUEPOST for Enhanced Civic Engagement]" using 

a reliable plagiarism detection tool. 

 

The final plagiarism report indicated a similarity index 

of 6%, which is well within the acceptable academic 

limits (typically ≤15%). The low similarity score 

confirms that the paper consists primarily of original 

content created by the authors, with minimal overlap 

from external sources. 

 

All referenced materials, where applicable, have been 

appropriately cited using the IEEE referencing format. 

The minor percentage of similarity detected is 

attributed to common technical phrases and publicly 

available information, which are inevitable in academic 

and engineering papers. 

 

This plagiarism screening process reaffirms our 

commitment to maintaining academic integrity and 

producing original, research-driven content as part of 

our ASEP-II project. 

 

Tool Used: [Duplichecker.] 

 

Plagiarism Score: 6% 

 

Action Taken: No edits required as the similarity is 

below the threshold. 

 



© December 2025| IJIRT | Volume 12 Issue 7 | ISSN: 2349-6002 

IJIRT 188006        INTERNATIONAL JOURNAL OF INNOVATIVE RESEARCH IN TECHNOLOGY 880 

 
 


