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Bureaucratic Responsiveness and Internal
Customer Relations Management:

A Case Study of the Taipei City
Mayor’s E-mail Box
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Abstract

One of the focuses of the New Public Management (NPM ) is to emphasis
“customer oriented management.” This idea is related to the concept of bureaucratic
“responsiveness” to the public in the theory of democratic administration. However,
reformers need to be cautious of the effects of implementing the customer oriented
management in public organization. According to the idea of participatory
management, the efforts to satisfy external customers are conditioned upon the
managerial actions to create satisfying internal customers. In other words, as a public
manager in public organization, it is impractical to ask unsatisfied internal customers
to satisfy external customers. In this article, authors utilize three different empirical

methods, survey, interview, and nominal group technique (NGT) , to explore
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possible efforts which could be done to satisfy internal customers while asking them
to satisfy external customers through an on-line citizen complains system called the
Taipei City Mayor’s E-mail Box. In conclusion, from the empirical data, authors
raise three major directions to create a “working environment that satisfying internal
customers to satisfy external customers.” First, public managers have to clearly
distinguish between the “citizen” relationship management and ‘“customer”
relationship management. Second, public managers need to construct a transparent
mechanism to equally distribute works and fairly evaluate performance. Lastly,
public managers could utilize new technologies and managerial skills to reengineer

organization and properly train its employees.

Keywords: Customer-orientation, Responsiveness, Internal Customers, Mayor’s E-
mail Box, Nominal Group Technique, e-Government



