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Since 15 May 2002, Public Administrations have been able to access a section 

dedicated to the simplification of language provided with constant assistance on 

line and can ask for relevant information, clarification and explanations on the 

website. As a consequence, the language used in the communication of 

information it goes without saying, plays an extremely significant role. Edelman�5 

underlines the fact that “the power of language does not lie in the words 

themselves but rather in their capacity to satisfy needs and to excite emotions” 

Furthermore, the constituent power of language and the consequent perceptions 

and relevant mind frames it produces,  lie in its capacity to contribute to the reality 

of its enunciations by virtue of making them conceivable and above all, credible 

thus creating the collective representation and will, the words themselves are able 

to produce. Language is also measurable in terms of value. The idea of value of 

information, language and communication generally speaking and of government 

communication in particular, is fairly widespread��.  Wassenaar for instance, coins 

the expression ‘governmental value chain model’ which considers electronic 

governmental activities from a business perspective. The model aims to support 

practitioners in better understanding and achieving the realisation of joint 

organisational and information system innovation in the public sector. The model 

furthermore, consists of a legislative, administrative and juridical function 

embracing three fields: legislative governance, administrative (resource) 

management and governmental service delivery management. Each field is 

structured in terms of a strategic-constitutional, tactical-intermediation and 

operational-retail level. For Wassenaar,  this model is an effort to transfer 

business concepts to electronic government in the public sector. Basically, 

governmental activities are considered as a value chain linking the "trading" 

partners i.e. citizens, administrative agencies and constitutional institutions. Quite 

clearly, the framework of Porter’s value chain has undergone extensive revision 
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and applied to diverse purposes since the model was first created in 1985. 

However, its importance cannot be underestimated if we want to evaluate the 

efficacy of  communication through language content, lexicon,  register/style, 

destination target, modalities/channel -  See fig.1 below. At the same time, as 

well as new communication criteria,  new Public Management has to take into 

account citizens from every sector of civil life when planning communication: 

minority/ethnic groups such as senior, disabled, foreign or  immigrant citizens and   

majority groups such as  employed, unemployed, self-employed or retired 

citizens, educated to degree or diploma level or with no formal qualifications etc. 

At the same time, content - language content, clarity of lexicon, target, register, 

style  and the tools  - clarity of communication, modalities/channel, efficacy of 

communication etc., in managing information cannot be underestimated, as 

Geohagen et al�� maintain “modelling info flows and needs – improving 

organisational effectiveness and service quality; the Public Administration has to 

generate  socio-economic value and its obligation to communicate – inter and 

intra-systemically, constitutes the cardinal principle of New Public Management�$, 

according to which ‘every territorial system’ through its process of 

communication, defines and redefines its strategies, activities, programmes,  and 

expected results” (Geohagen p. 71). In other words, communication is considered  

an ‘asset’ – a key resource - its primary role being that of contributing both to 

improved performance in the public Administrations and of bringing the public 

closer to the Institutions. Furthermore, in addition to the concepts of information 

flows, content, channel and communication, a key concept, is that of value in 

terms of  Porter and Millar’s�( paradigm,  “information gives you competitive 

advantage”.  Fig. 1 below illustrates the concept. 
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The outcome of this  technological revolution has  led public authorities in their 

functional and territorial guise, to make more and more recourse to 

communication  strategies – advertising and promotions – and to the use of a 

wider spectrum of electronic technology  to achieve their institutional purposes. 

They have placed emphasis  above all on the transformations in the model of 

communication between the Administrations and the citizens, both on a central 

and local level, starting from an overview of the main innovations  on a normative 

and organisational.-institutional scale. Amoretti considers the creation of the 

Italian Dipartimento per l’Editoria a driver in the process of change in the system 

of relations between the State and the citizenship which relies strongly on the 

communication factor. This Department, annexed to the Prime Minister’s Council 

of Ministers coordinates a range of initiatives (that are on the increase) ranging 

from the creation of offices organised for ensuring that information reaches the 

citizens on decisions that the government makes, to the promoting of the 

international image of Italy; from promoting culture to the perfecting of 

communication campaigns on issues of social relevance and needs: drugs, 

immigration handicap etc.  Another factor that should not be neglected in this 

respect, is news management and the persuasive functions carried out by social 

communication. In this context, focus has mainly been on the strategic dimension 

of the flows and circuits of communication organised by the public Authorities. 
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However, in Amoretti’s view, no research has been carried out in terms of 

assessing outcomes as well as in terms of news/information management (1997). 

Furthermore, If we consider that over ten years have passed since these reforms 

were put in place, not much seems to have changed on the Italian scenario. In 

actual fact, in Italy,  communication and information still seem mainly to be the 

monopoly of top notch advertising agencies, publicity and promotional companies 

and the like. In other words,  compared to the rest of Europe,  Italy still seems to 

be in a preliminary phase especially if we take into consideration that ICT systems  

can provide benefits that are cheaper, quicker, more effective and more accurate 

than paper-based or mental systems $$(Heeks, 1999). �
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Fig. 6 – Mapping and positioning of public administrations� ��� �� ��� ���
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The Italian legislative  Decree  No. 150/2009 also insists on the close link 

between performance and quality of services. Ministry officials  point out 

however, that attention to quality has already been ongoing for some years now in 

the Department of Public Administration59 Quality of online services and 

measurement of customer satisfaction promotes the delivery of public services by 

means of  electronic channels to improve the quality of life of the citizens and to 

justify  and broaden the latter’s  relationship with the Public Administration, 

evidencing how measuring customer satisfaction is a strategic element for the 

administrations  in which resources should be invested. The delivery of public 

services by means of electronic channels represents an opportunity for quick and 

simplified services compared to traditional channels thus effectively improving 

accessibility to the services.. In particular in this respect, the widespread diffusion 

of the  Internet as a tool for access to public services, requires, in the Ministry’s 

view, the introduction of monitoring systems of client satisfaction on the part of 

the citizens for the services delivered by means of the online mode.. This channel 

of delivery and the construction of systems of “taking the citizen’s voice  into 

consideration” represent two strategic factors in that the adoption of suitable tools 

to systematically measure  customer satisfaction of services on line is the starting 

point for achieving intervention strategies  and plans for the improvement of the 

services themselves, Using� ���� �
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In the current scenario Government has to work harder than ever to reach and 

convince its target audiences. Mistrust of authority, social diversity, fragmented 

audiences and a plethora of communication channels make the task increasingly 

complex. As concerns  clear communication addressed to citizens, it appears that 

each year, in the context of their so called Plain English project9< a list of words  is 

drawn up for the  public sector to avoid  when communicating with the general 

public ( In 2010, the list contained 260 lexical items). An ongoing research project 

envisages the compiling of a list of corresponding lexical  items to be drawn up in 

Italian. Subsequently, from the  analysis  of the kind of language used in Public 

Communication in  the two countries, the lexical  items can be classified  on the 

basis of  a semantic/ neologism/etymological frequency/obscurity matrix and a 

series of synonyms identified in the two languages (Italian and English) to 

guarantee clarity in the information conveyed. The list drawn up in both 

languages could serve as a as a template for’ good’ clear and effective  

communication language when dealing with the general public. A preliminary 

stage of the  research envisaged the creating/ devising of a model of 

communication structured on convergence-consonance-context- content-

clarity- (5 c- model see Table 1, for systemic application in the sector of public or 

institutional communication. In Italy it has emerged that there is a wide gap 

between Public Administration communication  and the  content to be 
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communicated, due to a norm-oriented approach and the unwillingness on the part 

of bureaucrats  to take responsibility for putting innovation in place. Furthermore, 

In Italy, despite attempts on the part of governance to encourage the use of clear 

and simple  language when communicating to  its citizens, in actual fact, the 

language of communication  is articulated upon a complex model of morpho-

syntactic structures and lexical items that renders meaning at best ambiguous and 

at worst, unintelligible. However, taking into account the importance of the web 

and the revolution in terms of communication in act in the Public Administration, 

the barometer has been shifted to a certain extent and what appeared to be a 

consolidated and static system of communication has now turned itself right 

around scattering itself in every direction. The sky is the limit. With the putting in 

place of the CEM,5 (certified electronic mail), the Public Administration has 

certainly aimed at cutting the length of its communications. It is well known that 

emails need to be short and concise (there is no room for jargon). On the other 

hand, with its customer assistance call-line (Linea Amica),�the Government has 

set up an efficient call centre – employing  over 100 graduates in the back office 

and front office to deal with customer queries or complaints  on every aspect of 

public sector services: pensions, birth and death certificates. One issue remains on 

the table; what about the citizens who have no familiarity with IT or modern day 

call centres; most likely the most needy citizens? One might well ask what plans 

have been made for them. Time in this case, will undoubtedly tell.  
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4.3. The implications for future research 
 

The issue lends itself to many implications for further research. In particular  the 

study envisages opportunities for devising strategies and synergies to achieve 

systemic consonance in all Public or Institutional communication (considered in 

the light of public service) and ultimately, for compiling a prescriptive “grammar” 

to underpin Public or institutional communication, followed by the drafting  of an 

up-dated  Handbook of Appropriate and Clear Communication for the Public 

Administration�
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University system  
is guarantor and 
auditor of 
educational quality 

University system  
refers to other 
organisms relative to  
educational quality 

autonomy 
EVALUATION 

RESPONSIBILITY 

accreditation 

certification 
self-evaluation 
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Conclusions 
 

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.   

Public Sector innovation is a key contributor to national growth and the welfare of 

individual citizens. Yet as Paul Windrum188 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 

                                                 
188 Paul Windrum is Editor of the volume Innovation in the Public Sector, Entrepreneurship, 
Creativity and Management, Windrum et al, (eds) (2008) and one of the investigators for the 5th 
Framework Study. 
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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 

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. 
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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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