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Although much has been done to align Italy with other European Countries in 

terms of standards and quality benchmarks, we are still in the initial phase of 

systemizing the process. A start has been made with the CAF and the CRUI 

models and the right direction has been undertaken. What is needed above all 

however, is a change in mentality. Objective analyses not tempered by subjective 

misconceptions, feelings, creative interpretations etc., in other words, transparent, 

inclusive procedures that indicate clearly what should be on the public agenda are 

an integral part of the process.  Furthermore, much research needs to be done on 

the public sector in terms of customer satisfaction and the means and tools 

available or to be devised, for attaining this milestone. More efficiency, more 

efficacy, more transparency, more equity,  add up to total quality management and 

customer satisfaction, no mean achievement for any democratic Country on the 

European scenario today.   
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Public Sector innovation is a key contributor to national growth and the welfare of 

individual citizens. Yet as Paul Windrum points out: “precious little research has 

been conducted on public sector innovation”. Windrum attributes this to the 

“legacy of the old view that held manufacturing as the ‘sole’ source of 

productivity, growth and economic wealth, while services are unproductive and 

technology backward”. Naturally, the opposite is true  in the private sector where 

abundant research has been carried out and which has had far reaching 

consequences for the public sector. Currently, research on the public sector 

provides only partial understanding of the Drivers, Dynamics and Impacts of 

services and does not address the role of public sector organizations within the 

innovation process or factors that stimulate and shape new service innovations. 

Windrum maintains furthermore, that public sector entrepreneurship has been 

under discussion since the 1960s and 1970s and that it is a “common 

(mis)conception in many developed countries that the public sector is not 

entrepreneurial and does not innovate” Windrum et al., (2008). Public sector 

institutions are considered furthermore, conservative, bureaucratic and slow 

moving and it is supposed that given the presumed superior innovative potential, 

characteristic of the private sector, policy should focus on the following 

considerations:  

a) whether public services innovate 

b) under what conditions 

c) the form innovation takes 

d) the role of entrepreneurship and management reform in the innovation 

process 

e) how the evolving policy context influences innovation 

f) the link between public sector innovation and private sector innovation 

For Windrum, the objective of innovation studies “is to understand the 

processes that drive innovation and the link between innovation and social 

and economic change”. By neglecting public sector innovation he adds, 

“the innovation literature has omitted important dimensions of the 

innovation process and has failed to address the impact of public sector 

innovation on productivity, growth and employment. Windrum in his 
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taxonomy of Public Sector Innovation (Windrum, 2008) has placed the 

emphasis on: 

1. service innovation 

2. service delivery innovation 

3. administrative and organizational innovation (the subject of the present 

study) 

4. conceptual innovation 

5. policy innovation  

6. systemic innovation. 

The field is vast and requires in depth research from these 6 perspectives. The 

present study has attempted to examine one of the indicators in the taxonomy i.e. 

administrative and organizational innovation from the point of view of transparent 

and insightful communication  to fully involve the citizenship in the search for 

high quality standards and excellence on the part of the Public Administration. 

Naturally, this is only a first step; a long journey waits ahead but if the first steps 

aren’t taken, then it goes without saying, the destination will never ever be 

reached. 
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