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The search for more effective methods of delivering public services began in the early 1980sin most
industrialized countries. Overall, the trend has been toward reducing the role of the government in public
service delivery in certain sectors of activities and encouraging the private or nonprofit sector to play a
more important role. In the last decade, both industrialized and developing countries started to seek out
new models of collaboration involving multi-government networks or public-private partnerships, often
involving innovative use of information technology.

The objective of this multinational research project is to enhance our understanding of multi-
organizational collaborations engaged in the delivery of government servicesto citizens and businesses.
The concept of "collaboration" hereis abroad one. It includes not only public-private partnerships, but
also encompasses situations involving multiple government organizations, and government working with
nonprofit organizations. The defining characteristic of these endeavorsis the voluntary combination of
separate organizations into a coherent service delivery system supported by advanced information
technologies. The rapid evolution of these technol ogies has created important new opportunities for
governments to redesign services through creative relationships with other organizations. This research
seeks to document and analyze how these collaborations develop and perform in different nations around
the world.

This research was designed to understand how these collaborations work and to identify critical barriers,
enablers, and results associated with the technologies, processes, and relationships employed across a
variety of collaboration models. The study involved a network of field researchersin Canada, the US and
Europe who studied more than a dozen collaborations and uncovered critical success factors and lessons
learned about these new organizational forms are designed, managed, and perform. Four American, nine
Canadian, and two European cases were developed and analyzed using a preliminary models drawn from
the research literature of interorganizational networks, management information systems, public
management, and organizational behavior. The researchers elaborated the model into a standard protocol
to collect and code the data and presented all case studiesin a standard format.

The casesfit into aoverall national and regional efforts to streamline government and move toward
innovative partnership models involving the use of technology deliver of public services. US, Canadian,
and European policies share similar goals but differ somewhat in method and extent of implementation.
Most of the projects we studied involved the establishment of some kind of e-government initiative. The
policy domains and customer or user groups varied widely, but three main service types were addressed:
public access to a single service type, public access to multiple services and/or information sources, or
support for internal governmental operations

Resear ch results

The study produced aiterative dynamic model in which he political, social, economic and cultural
environments, as well as the institutional, business and technical environments exert a pervasive influence
on the collaboration projects, their participants, and their performance. The collaboration process itself



influences and is influenced by the players and their expectations, and by the modes and methods of
collaboration they choose to use. The collaboration process leads to performance outcomes in terms of
both the collaboration itself and the service goals it seeks to meet. These results further influence the
players, what tools they choose, and the way they interact. In addition, double-loop learning appears to
take place— the participants not only learned better ways to manage these particular projects, they also
learned how to approach collaborative working relationships more generally.

The study also showed that cross-cultural public management research is a complex and error-prone
endeavor. Conducting a public management research project that involves a collaboration among
researchers and sponsors from different countries poses particular challenges. The culturally specific and
the universal may be blurred if not enough attention is paid to research design, methodology, and
accuracy and equivalence of the key concepts. Without these, the research team islikely to make errors
that may affect the validity of the study. The main issues we encountered in our study included non-
equivalence of key concepts, cultural stereotypes, assumptions of universality, and difficultiesin
comparative analysis. To deal effectively with these issues, we have identified crucial questions that need
to be addressed in order for the cross-cultural research endeavor to be both reliable and valid. These
guestions pose themselves at each stage of the research --in the research design, during execution, and in
the analysis. They address such pitfalls as the importance of focusing on cultural factors as independent
variables, the cultural dynamics of the research team, and the importance of trandation and of finding
culturally equivalent definitions of key concepts.

Practical results

Our cross-country analysis of the dozen cases included in our research project led us to identify four
critical success factors that transcend national boundaries: leadership, trust, risk management, and
communication. These elements of project management were crucial in ensuring a smooth devel opment
and successful implementation of the collaboration projects. “New Models of Collaboration: A Guide for
Managers’ presents the case studies, results of an international conference, and comparative essays that
draw on specific examples from the cases illustrate the importance of these key management issues. It is
available on the CTG Web site at http://www.ctg.al bany.edu/projects/cefrio .
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