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Governments around the world are investing in technologies that allow massive, frequent, and 

localized contact with citizens, though there is little evidence about the impacts of the streams of 

data these technologies create on the delivery of public services. We report on a large-scale 

randomized controlled trial testing how SMS-reporting from citizen-monitors affected the 

delivery of solid waste services across each of the 100 neighborhoods in Kampala, Uganda. Data 

from citizen-monitors were compiled into 17,520 verified and usable reports over the duration of 

the study. Completed reports were relayed weekly to the Kampala Capital City Authority 

(KCCA), the governmental unit responsible for waste management in Kampala. We find that 

citizen reporting did not reduce waste accumulation, even in neighborhoods that filed a greater 

number of reports or reported greater dissatisfaction with KCCA waste services. More positively, 

we find that reporting reduced the amount of waste burning and improved waste management for 

a time, though these effects did not persist following an unexpected staff restructuring at the 

KCCA. To contextualize these results, we use our observations as participants in the 

development and deployment of the platforms, as well as data from interviews with key staff at 

the KCCA, to show how the adoption of technologies to collect and use data from citizens 

requires new technical and institutional capacities to sufficiently improve waste service 

provision. Additionally, we provide a formal framework for analyzing the challenge of utilizing 

citizen-sourced data for the management of public services. We conclude that citizen-sourced 

data must be both relatively low-cost and consistent enough to reduce uncertainty about 

decisions to improve public services.


