Chapter 9 Online Appendix

This appendix provides greater guidance on issues raised in Chapter 9 of Managing and Implementing eGovernment.

Longer Group Activities

Activities marked [I] are seen as most suitable for in-class group work. Activities marked [A] are more likely to need some period of assigned activity outside of class.

Sections 9.1–9.5

[I/A] Identify a real or hypothetical public agency. Imagine your group works as designers for the agency, which is introducing a new e-procurement system. Undertake the following tasks:

· Identify one organizationally rational and one personal/political objective for the new system.

· Identify who will expect information output from the new system, and what information output they will require.

· Identify the general type of software and hardware that will be needed.

· Analyze what key processes the new system needs to undertake.

· Analyze what jobs roles and management structures are needed to support the operation of the new system.

Section 9.6

[A] Divide into two opposing teams. Prepare and present positions for a debate on the motion, ‘Cost/benefit analysis has no value in the planning of e-government’.

9A.1 Job Design Options

(This section links from Managing and Implementing eGovernment, Section 9.5.)

The work undertaken to support new e-government systems can be organized in various different ways. This short section reviews some of the different options.

There are five basic alternatives that could be selected for the design of work processes, described below. Imagine two processes, 1 and 2, consisting respectively of tasks A, B, C and a, b, c – as shown in Figure 9A.1.
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Figure 9A.1 Two processes divided into tasks
Possibilities are (Armstrong, 2003):

· Task specialization: Each person repeatedly performs one specialized task (e.g. Sergei undertakes C, C, C).

· Job rotation: Each person performs one specialized task at any given time, but then at regular intervals members of the unit rotate to a different specialized task (e.g. Sergei undertakes C, C, C then B, B, B).

· Job enlargement: Each person is given a greater number of unrelated specialized tasks to perform (e.g. Sergei undertakes C, c, C, c).

· Job enrichment: Each person is given a greater number of related specialized tasks to perform so that, overall, they are now performing one larger process (e.g. Sergei undertakes A, B, C).

· Autonomous work groups: The entire unit is delegated a large task and decisions about who does what are left up to the work group; this is the most interesting alternative to consider since it is the most unusual, but can also be the most productive (e.g. Sergei, Nijma and Ifan undertake A, B, C and a, b, c).

Job enrichment seems to have been a particularly effective redesign option for a number of outward-facing, e-government-enabled government services, such as call centers. For example, Liverpool City Council in the UK altered job designs for its contact center, recognizing that up to 80 percent of citizen contact with local government takes place via the telephone – some 3 million calls per year for Liverpool Council alone (Willis, 2003b). It enriched the job roles of contact center staff, and provided them with the necessary information systems, in order to enable those staff to deal with a significant proportion of enquiries themselves, rather than passing them on to other Council staff. The result has been greater user satisfaction, but also greater job satisfaction.
Activities
In-class: Discuss which of the five options outlined best fits the culture and norms of the public sector. What are the implications of your conclusions for e-government design?

Group class: Reflect on some of the group activities you have undertaken recently in class. Which approach to job design was undertaken? Is there a different approach that could have been more effective? What conclusions can you draw for e-government design?
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