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ABSTRACT

The mostwidely accepted normative model of “good” public management
is often called results-based management. It encourages planning and
target setting to make the organization more proactive; an emphasis on
outcomes to make the organization better focused on its mission; quick
performance feedback to make the organization more responsive, and
continuous process improvements to make the organization better able to
serve its clients. These changes are possible only with supporting
information technology. This chapter discusses ways that IT, including
GIS, EIS, and intranets, can support the new management model. However,
IT can increase management effectiveness only if its role has been
carefully designed. Before implementing major IT changes, top public
managers must begin by determining such policy issues as what information
would best guide upcoming major decisions, what balance the agency
wishes between internal information accessibility versus security, and
how best to balance frontline worker empowerment versus the need for
organizational uniformity.
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INTRODUCTION

Theroleof informationtechnol ogy in government management hascon-
stantly evolved over theyears. Thisevolutionhasgenerally beendriven by
changesin|IT, asboth softwareand hardwarehaverapidly improved. How-
ever I T’ smanagement rol e hasrecently been changingmorerapidly, andthis
timeitisbecausepublic management, at least asmuchas| T, hasbeen changing.
Thischapter will discusssomeof theramificationsof thisnew rolefor I T within
publicmanagement. Inthefirst of threesections, itwill briefly describethenew
normativemodel of best public management practices. Second, itwill look at
waysthat I T canadvancethisnew model. Thirdandfinally, itwill examinesome
policy issues that must be confronted when incorporating I T into public
management systems.

THENEW MODEL OFPUBLICMANAGEMENT

The Changing Definition of “Good” Public Management

Duringthe past decade, consultants, texts, academics, and professional
societieshaveall combinedto changetheaccepted definition of “ good” public
management. Twenty years ago, public managers who listened to their
workers, kept their operationsmoving smoothly, and calmly handled occa-
sional criseswoul d often beconsidered outstanding managersby peersand by
outsiders. Today such managerswould likely be viewed ascompetent but
disappointingly passive. Tobeseenasoutstanding, today’ smanagers must
proactively movetheir agenciestohigher level sof performanceeachyear. The
current normativemode of public management call supon managersto continu-
ously improvetheir agency’ s performance by scanning their environment
purposively and thenusing theresultinginformation to set agency targetsfor
improvedresults, including improved customer satisfaction. Thenew model
then suggestswaysof flattening theorganizational structure, streamliningits
processes, and speeding upitsfeedback systemsinorder to hel p producethese
continuously improvingresults.

Confusingly, thissinglenew model hasbeengivenat least threedifferent
names: results-based management, strategi c management, and performance
management. We will use the term “results-based management” in this
chapter. (Addingtotheconfusion, afourthterm—New Public M anagement,
or NPM— is also sometimes treated as a synonym. However, NPM is a
broader concept that includesresults-based management but then also addsa
strong market emphasis, calling for more public entrepreneurship and in-
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