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Improving organizational performance is a key task for 

public administrators.  To do so generally requires the 

development and attainment of long-term goals, which 

demands discipline and consistent investments of time and 

effort. Yet most of us struggle to dedicate these factors for 

such work even though it is critical to our organization’s 

success. In fact, the majority of our time is typically devoted 

to the daily unforeseen crisis; so, the serious work on long-

term projects and organizational goals just never happens. 

In this column I wish to share three techniques that may be 

used to enhance both organizational efficiency and 

effectiveness. And when these techniques are employed, our 

policies and processes gain the added benefit of becoming 

more in sync with existing operational realities. 

No matter where we might be in an organization’s hierarchy, the surprise crisis is a regular part 

of our work routine. Rather than allowing such events ruin to our ability to accomplish scheduled 

work, we can take a proactive approach to such distractions and learn from them. One way to do 

so is to track, over a several week period, both the type of issue presented in the crisis and the 

amount of time required to manage it. Two distinct benefits arise from such an analysis. First, 

knowing the characteristics of the crisis’ issues provides an understanding of the root causes of 

these emergencies. Once the root causes are known, it becomes possible to marshal the necessary 

resources to resolve them, thereby reducing the amount of future unanticipated emergencies. 

Two caveats should be noted though. First, the underlying root cause is likely to be an 

undertaking that will require resolution over the long-term. The second caveat is that some of 

these out-of-the-blue interruptions may not have an underlying root cause because they are a 
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result of the idiosyncrasies of work in the public sector, such as responding to a policymaker or 

resolving a citizen’s complaint. Yet, if we analyze the amount of time devoted to these matters, 

we can then schedule time for them. As a result, these matters no longer become as disruptive to 

our daily work because we have scheduled time for them. 

The next two ideas for improving organizational performance are related to laws, regulations, 

policies and procedures and the associated processes used to implement them. The general way 

of discovering these outmoded governing rules is asking the question, “Why are we doing such 

and such?” and receiving the answer, “We are doing this today because that is how we have 

always done it.” Such attitudes and habits create large inefficiencies and poor program 

effectiveness. 

As much of the work of public administration consists of implementing laws, regulations, 

policies and procedures, we therefore need to establish a regular process to ensure that these 

guiding rules remain relevant to the rapidly changing operational environment that characterizes 

our work. Indeed, more often than not, these documents are often adopted to address some urgent 

issue and are rarely, if ever, reviewed again. We can then find ourselves implementing a rule or 

process that has lost its relevancy or does not quite fit with contemporary realities. Therefore, it 

is good practice to review these documents to ensure their relevancy. When doing so, it is 

important to establish a regular review process, as a one-shot effort can be quite lengthy and is 

likely to be a major endeavor. Rather, each organizational unit should be charged with reviewing 

a single law, regulation, policy or procedure on a regular basis, say once every two weeks or per 

month. This method should be employed until all pertinent policies and rules are reviewed and 

revisions are made as needed. Once completed, the entire review process should begin anew. 

This procedure ensures that all guiding policies and procedures remain up-to-date. 

Our work processes also change over time due to organizational changes, modifications to the 

original authorizations or to accommodate organizational constraints. Thus, an originally 

conceived workflow process typically, over time, morphs into a complicated process with more 

and more individuals involved. To address this matter, complete a workflow analysis of each 

process that is used within the organization on a regular basis. The workflow analysis will 

illustrate bottlenecks, redundancies and inefficiencies and allows these drags on resources to be 

eliminated. 

Our time is very precious; therefore, we should ensure that the time we have is invested wisely. 

Moreover, we have a duty to our citizens, co-workers and ourselves to manage our limited 

resources in the best way possible. We can do so by actively reviewing what we are doing on a 

daily basis. The three suggestions provided here do not require any new authorities. They can be 

undertaken today, as all they require is a true commitment to managing for high organizational 

performance.
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