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John Clayton Thomas: Citizen, Customer, Partner: Engaging the Public in Public Management: Engaging the
Public in Public Management before purchasing it in order to gage whether or not it would be worth my time, and
all praised Citizen, Customer, Partner: Engaging the Public in Public Management: Engaging the Public in Public
Management:

1 of 1 people found the following review helpful. Practical and ThoroughBy Thomas R. FowlerThe book is very
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readable. Its designed as a guide book with practical advice, discussion and case studies to illustrate applications. The
book is organized by different concepts of the Public when they are being served/participating as a Citizen, a
Customer and a Partner of government. Each section is then organized by principles of civic engagement, for example:
Customer principle #2 - Consider developing a centralized call center, like a 311 center; Customer principle #9 - Stay
active in the larger community outside organizational boundariesto gain a sense of relevant community opinions,
perceptions and needs; Citizen principle #1- Do not invite public involvement when neither needing more information
or public acceptance in order to implement a decision; Citizen principle #2 - In decision making with public
involvement, leaders should behave in a trustworthy and transparent manner; Partner principle #2: Where assistance is
needed or desired from the public, simplify the task to the extent possible: Partner principle #5 - Where assistance is
needed or desired from the public, consider how social norms and social networks can be activated to motivate that
assistance.

For almost a half a century, scholars and practitioners have debated what the connections should be between public
administration and the public. Does the public serve principally as citizen-owners, those to whom administrators are
responsible? Are members of the public more appropriately viewed as the customers of government? Or, in an
increasingly networked world, do they serve more as the partners of public administrators in the production of public
services?This book starts from the premise that the public comes to government not principally in onerole but in all
threeroles, as citizens and customers and partners.nbsp; The purpose of the book isto address the dual challenge that
reality implies:nbsp; (1) to help public administrators and other public officials to understand the complex nature of
the public they face, and (2) to provide recommendations for how public administrators can most effectively interact
with the public in the different roles. Using this comprehensive perspective, Citizen, Customer, Partner hel ps students,
practitioners, and scholars understand when and how the public should be integrated into the practice of public
administration.Most chaptersin Citizen, Customer, Partner include multiple boxed cases that illustrate the
chapterrsquo;s content with real-world examples. The book concludes with an extremely useful Appendix that collects
and summarizes the 40 Design Principles ndash; specific advice for public organizations on working with the public as
customers, partners, and citizens.

"Thomas's book makes an important, practice-oriented contribution to the literature on civic engagement, public
management, and public policy decisions and implementation. Thomas has offered practitioners and scholars of public
policy and administration an opportunity to revisit the current forms and dilemmas of public involvement and provided
them with practical, insightful advice to overcome the dilemmas. It is highly recommended for anyone interested in
the theory and practice of public management and public involvement." -- American of Public Administration"The
strengths of the book are wide and deep. Thomas provides a solid scholarship base. The book's structure works well
for his audience. The cases are excellent. The result allows for practical use by managersin several ways described
later in thisreview. ... Thomas has done a service by revisiting the cacophony of how citizens ask, demand, complain,
work together, and shape their governments. He iswell placed to continue the analysis and synthesis of public
participation and provide guidance for public managers for today's new forms of engagement.”" -- Public
Administration "This new book on public engagement's material importance grabs you, and its generic sense of the
field-its dailyness, its proximity, whether you are an academic paid to pay attention, or alayperson nursing an opinion
about potholes and school district budgets-appeal s to multiple audiences. ... This book is a valuable contribution to the
political science and public administration literature; the architecture of public engagement right therein asingle
volume." -- State and Local Government About the AuthorWith three books and more than fifty articlesin print, John
Clayton Thomas is known internationally for his research on various aspects of public management and public policy.
Much of that research focuses on how citizens connect with their governments and how those connections can be
improved ndash; for instance, how citizensinteract with governments through the medium of "e-governance" and how
citizen input can be incorporated in performance measurement.nbsp; Dr. Thomas's research has appeared in Public
Administration , the Journal of Public Administration Research and Theory, Administration Society, Urban Affairs,
and the Journal of Urban Affairs, among other journals. He also serves as one of three Editors of the American of
Public Administration, one of the elite journals in public administration.



