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Chapter 4: Chapter 4: 
Physical & Emotional Physical & Emotional 


SpaceSpace
MaynardMaynard--Moody & Moody & MushenoMusheno








Research SitesResearch Sites
Depressed midsize midDepressed midsize mid--western citywestern city


Urban Middle School under desegregation order, Urban Middle School under desegregation order, 
serving primarily lowserving primarily low--income students facing various income students facing various 
socioeconomic ills socioeconomic ills 


––Voc Rehab offices in converted shopping mall in same Voc Rehab offices in converted shopping mall in same 
citycity
Police department in downtown & patrols in Police department in downtown & patrols in 
impoverished, highimpoverished, high--crime, central citycrime, central city


Prosperous, densely populated western city with Prosperous, densely populated western city with 
economically/ethnically diverse populationeconomically/ethnically diverse population


Voc rehab and police patrol in western cityVoc rehab and police patrol in western city








Research SubjectsResearch Subjects
Street level workers (administrators):Street level workers (administrators):


Teachers: Teachers: 
faceface--toto--face interaction with students & parentsface interaction with students & parents
Have little influence over curriculum they teachHave little influence over curriculum they teach
Do have control over treatment of students/parentsDo have control over treatment of students/parents


VR counselors:VR counselors:
Help disabled obtain employmentHelp disabled obtain employment
Little influence over who qualifiesLittle influence over who qualifies
Considerable influence over quality & nature of services Considerable influence over quality & nature of services 
providedprovided


Police officers:Police officers:
Little control over model of police work; governed by laws, Little control over model of police work; governed by laws, 
rules, and procedures determined by other decisionrules, and procedures determined by other decision--makersmakers
Significant discretion in who they will help and who will be Significant discretion in who they will help and who will be 
sanctionedsanctioned








Ubiquitous Violence & Uncertainty Ubiquitous Violence & Uncertainty 
The unpredictability and everThe unpredictability and ever--changing changing 
dynamics of streetdynamics of street--level work present level work present 
situations wherein danger or violence are situations wherein danger or violence are 
a continuous perceived threata continuous perceived threat
3 poles of emotional space in street level 3 poles of emotional space in street level 
work:work:


Deadening routine vs. moments of panic, Deadening routine vs. moments of panic, 
chaos, & violence (particularly in police work)chaos, & violence (particularly in police work)
Benevolence vs. revulsionBenevolence vs. revulsion
Hopelessness vs. accomplishmentHopelessness vs. accomplishment








Emotional space, identity, & characterEmotional space, identity, & character


Who people are is important factor in Who people are is important factor in 
street level workersstreet level workers’’ decisiondecision--making making 
processprocess
The emotional distance between a The emotional distance between a 
personperson’’s perceived or ascribed identity s perceived or ascribed identity 
and that of the worker impacts interaction and that of the worker impacts interaction 
with citizenwith citizen--clientsclients


Affinity with, approval/disapproval of, and Affinity with, approval/disapproval of, and 
worthiness/unworthiness all factors in worthiness/unworthiness all factors in 
outcome of interactions e.g. outcome of interactions e.g. 
benevolence/revulsion, given a benevolence/revulsion, given a 
break/sanctionedbreak/sanctioned








Chapter 4: Teaching PA Chapter 4: Teaching PA 
Education in the Postmodern Education in the Postmodern 


EraEra
RiceRice








PostmodernismPostmodernism


PostmodernityPostmodernity: an end of the dominance : an end of the dominance 
of an overarching belief in a unitary theory of an overarching belief in a unitary theory 
of progress; increased emphasis on the of progress; increased emphasis on the 
importance of a plurality of viewpoints; the importance of a plurality of viewpoints; the 
postindustrial agepostindustrial age
U.S. public administration education in U.S. public administration education in 
postmodern era must entail diversity and postmodern era must entail diversity and 
social equitysocial equity








Social EquitySocial Equity
Social Equity: Social Equity: ““the fair, just, equitable management of all the fair, just, equitable management of all 
institutions serving the public directly or by contract & the institutions serving the public directly or by contract & the 
fair, just & equitable distribution of public services, and fair, just & equitable distribution of public services, and 
the implementation of public policy, & the commitment to the implementation of public policy, & the commitment to 
promote fairness, justice, & equity in the formation of promote fairness, justice, & equity in the formation of 
public policypublic policy””
4 tenets of social equity for public administrators :4 tenets of social equity for public administrators :


Not value neutralNot value neutral
Provide more and better services to those most in needProvide more and better services to those most in need
Judged on outcomes of managing fairness, justice, & equityJudged on outcomes of managing fairness, justice, & equity
Considers procedural fairness, access, quality, & outcomesConsiders procedural fairness, access, quality, & outcomes








Diversity in Public OrganizationsDiversity in Public Organizations


Is service delivery outcomes affected by how Is service delivery outcomes affected by how 
organizationorganization’’s culture promotes & manages s culture promotes & manages 
diversity?diversity?
It is assumed that diverse individuals having It is assumed that diverse individuals having 
differing work styles & cultural knowledge are differing work styles & cultural knowledge are 
valuable assets to public organizations in a valuable assets to public organizations in a 
changing worldchanging world


Provide greater creativity, problemProvide greater creativity, problem--solving, & solving, & 
decisiondecision--making skillsmaking skills
Provide 360 degree view of landscapeProvide 360 degree view of landscape








Public organizationPublic organization’’s cultural environments cultural environment


Traditionally, U.S. public organizations have a Traditionally, U.S. public organizations have a 
Western European core cultureWestern European core culture
Culture characterized by conformity, technical Culture characterized by conformity, technical 
rationality, control, & processrationality, control, & process


New employees expected to conform to culture of orgNew employees expected to conform to culture of org


Reflects middleReflects middle--class values, standards, rules, & class values, standards, rules, & 
behaviorsbehaviors
Culture of organization determines its public Culture of organization determines its public 
service orientation & service delivery outcomesservice orientation & service delivery outcomes








Traditional Bureaucratic CultureTraditional Bureaucratic Culture


Features:Features:
Authoritarian management style; controlAuthoritarian management style; control
Limited communication, typically topLimited communication, typically top--downdown
Individuals limited in scope of initiative; obey ordersIndividuals limited in scope of initiative; obey orders
Repetitive & centralized decisionRepetitive & centralized decision--makingmaking
Innovation suppressedInnovation suppressed
Considerable conformityConsiderable conformity


Internal processes, protocol, verticality, formality Internal processes, protocol, verticality, formality 
emphasizedemphasized








CitizenCitizen--oriented Cultureoriented Culture
Orientation:Orientation:


Tasks & activities geared toward serving customerTasks & activities geared toward serving customer
Org evaluated on quality of services provided given Org evaluated on quality of services provided given 
available resourcesavailable resources
Service provided shared value of all employeesService provided shared value of all employees
High quality service soughtHigh quality service sought
Service requires real approach to citizensService requires real approach to citizens


Added features:Added features:
Citizens have primary role in scale of shared valuesCitizens have primary role in scale of shared values
Frequent contact with citizensFrequent contact with citizens
Public service problems thoroughly analyzedPublic service problems thoroughly analyzed
Prompt service sought by all members of section or Prompt service sought by all members of section or 
dept.dept.








Traditional PA EducationTraditional PA Education
NASPAA accreditation curriculum criteria:NASPAA accreditation curriculum criteria:


Management of public service orgsManagement of public service orgs
Application of quantitative & qualitative methods of analysisApplication of quantitative & qualitative methods of analysis
Understanding public policy & organizational environmentUnderstanding public policy & organizational environment


Traditional PA course work view cultural differences in Traditional PA course work view cultural differences in 
organizations as invisible, illegitimate, & negativeorganizations as invisible, illegitimate, & negative
PA education sustains vertical orientation of public orgsPA education sustains vertical orientation of public orgs


TopTop--down communication, fear of sanctions, lack of down communication, fear of sanctions, lack of 
accountabilityaccountability


WeberianWeberian model of bureaucracy:model of bureaucracy:
Human actions reduced to calculated, routine administration of Human actions reduced to calculated, routine administration of 
world dominated by large scale organizationsworld dominated by large scale organizations








Culture of performanceCulture of performance
Characteristics:Characteristics:


Responsible to those with greatest needResponsible to those with greatest need
Innovative delivery strategies & techniquesInnovative delivery strategies & techniques
Focus on cost awareness of programs & services vs. budget Focus on cost awareness of programs & services vs. budget 
focusfocus


Changing traditional culture using cultural diagnosis Changing traditional culture using cultural diagnosis 
methodology:methodology:


Diagnose present cultureDiagnose present culture
Articulate need for changeArticulate need for change
Define values desiredDefine values desired
Involve managementInvolve management
Inform collaborators of new needsInform collaborators of new needs
Change symbolsChange symbols
Include new values in training programInclude new values in training program
Periodically revise values Periodically revise values 








Diversity GlossaryDiversity Glossary
Cultural audit: examines Cultural audit: examines orgorg’’ss values, symbols, rules & routinesvalues, symbols, rules & routines
Diversity: range of differences among employeesDiversity: range of differences among employees
Diversity audit: uncovers how selected groups of employees are Diversity audit: uncovers how selected groups of employees are 
experiencing org, reveals hidden perceptions & biases experiencing org, reveals hidden perceptions & biases 
Diversity climate: employee behaviors & attitudes grounded in Diversity climate: employee behaviors & attitudes grounded in 
organizational context related to women & minoritiesorganizational context related to women & minorities
Diversity quotient: analysis of organization to determine why Diversity quotient: analysis of organization to determine why 
applications arenapplications aren’’t received from diverse applicantst received from diverse applicants
Managing diversity: effective use of diversity to meet Managing diversity: effective use of diversity to meet orgorg’’ss goalsgoals
MonoculturalismMonoculturalism:  values, customs, & dominance of one culture over :  values, customs, & dominance of one culture over 
anotheranother
Multiculturalism/valuing diversity:  process of recognizing, Multiculturalism/valuing diversity:  process of recognizing, 
understanding, & appreciating cultures other than oneunderstanding, & appreciating cultures other than one’’s owns own








Differences in Affirmative Action, Differences in Affirmative Action, 
Multiculturalism, & Managing DiversityMulticulturalism, & Managing Diversity
Focus:Focus:


Affirmative Action: fairness & equalityAffirmative Action: fairness & equality
Multiculturalism: learning & effectiveness of cultural Multiculturalism: learning & effectiveness of cultural 
differencesdifferences
Managing Diversity: integrating diversity for Managing Diversity: integrating diversity for 
organizational productivity & effectivenessorganizational productivity & effectiveness


Emphasis:Emphasis:
AA: equality of opportunityAA: equality of opportunity
MC: appreciation of differencesMC: appreciation of differences
MD: building skills & creating policies to get best from MD: building skills & creating policies to get best from 
all employees all employees 








Differences in Affirmative Action, Differences in Affirmative Action, 
Multiculturalism, & Managing DiversityMulticulturalism, & Managing Diversity
Impetus:Impetus:


AA: legally driven; written plans, statistical goals, AA: legally driven; written plans, statistical goals, 
mandatory reports & consent decreesmandatory reports & consent decrees
MC: ethically driven; moral imperativesMC: ethically driven; moral imperatives
MD: strategically driven; behaviors & policies geared MD: strategically driven; behaviors & policies geared 
toward achieving organizational goalstoward achieving organizational goals


Orientation:Orientation:
AA: remedial; previously excluded groups have AA: remedial; previously excluded groups have 
advantageadvantage
MC: idealistic; everyone benefitsMC: idealistic; everyone benefits
MD: Pragmatic; organization benefitsMD: Pragmatic; organization benefits








Differences in Affirmative Action, Differences in Affirmative Action, 
Multiculturalism, & Managing DiversityMulticulturalism, & Managing Diversity


Model assumptions:Model assumptions:
AA: new entrants conform to existing cultureAA: new entrants conform to existing culture
MC: employees retain uniqueness & mold MC: employees retain uniqueness & mold orgorg’’ss culture & vice culture & vice 
versaversa
MD: diverse workforce develops effective, pluralistic work MD: diverse workforce develops effective, pluralistic work 
environmentenvironment


Efforts affects:Efforts affects:
AA: hiring & promotionAA: hiring & promotion
MC: employees attitudesMC: employees attitudes
MD: managerial practices & policiesMD: managerial practices & policies


Resistance:Resistance:
AA: perceived limited autonomy in decisionAA: perceived limited autonomy in decision--making & reverse making & reverse 
discriminationdiscrimination
MC: fear of change, discomfort with differencesMC: fear of change, discomfort with differences
MD: denial of demographic realities & benefits of changeMD: denial of demographic realities & benefits of change








Chapter 6: Public Service in Chapter 6: Public Service in 
AmericaAmerica’’s Urban Areass Urban Areas


RiceRice








Expectations & the AfricanExpectations & the African--
American Public ManagersAmerican Public Managers


Jackson, Mississippi is used as an Jackson, Mississippi is used as an 
example of the drastic demographic example of the drastic demographic 
changes that are occurring in urban areas changes that are occurring in urban areas 
throughout the nationthroughout the nation


This former capital of the Confederacy now This former capital of the Confederacy now 
has Africanhas African--American leadership in key American leadership in key 
elected positionselected positions


AfricanAfrican--American public officials are expected to American public officials are expected to 
serve as change agents by black constituency serve as change agents by black constituency 
Expectations take the place of equity & diversity Expectations take the place of equity & diversity 
issues related to representative governmentissues related to representative government








Racial DemographicsRacial Demographics
19701970--1990 there was a 5.6% decline in 1990 there was a 5.6% decline in 
metropolitan population (76.8%metropolitan population (76.8%--71.1%)71.1%)
1990 whites 84% pop., blacks 12%1990 whites 84% pop., blacks 12%
2000 whites 75.1% pop., Hispanics 12.5% pop., 2000 whites 75.1% pop., Hispanics 12.5% pop., 
blacks 12.3%blacks 12.3%
Central cities are enclaves for people of colorCentral cities are enclaves for people of color


29% pop. & 51% blacks live in metro central cities29% pop. & 51% blacks live in metro central cities
52.4% pop. & 36% blacks live metro areas outside of 52.4% pop. & 36% blacks live metro areas outside of 
central citiescentral cities
18.4% pop. & 12.5% blacks live in non18.4% pop. & 12.5% blacks live in non--metro areas metro areas 








Political ParticipationPolitical Participation


As underrepresented groups approach 10% of As underrepresented groups approach 10% of 
community population political agendas are community population political agendas are 
formulatedformulated
Controlling for social class, political/social Controlling for social class, political/social 
participation of groups targeted by discrimination participation of groups targeted by discrimination 
is greater than that of the dominant groupis greater than that of the dominant group
Research shows that minority employment in Research shows that minority employment in 
city government is linked to minority population city government is linked to minority population 
more than any other government programmore than any other government program








Responsibilities of AfricanResponsibilities of African--
American BureaucratsAmerican Bureaucrats


Bureaucratic power is more responsive to public Bureaucratic power is more responsive to public 
interests if personnel in bureaucracy are representative interests if personnel in bureaucracy are representative 
of public served in race, ethnicity, & genderof public served in race, ethnicity, & gender
Representative bureaucracy must be confronted by Representative bureaucracy must be confronted by 
AfricanAfrican--American mayors in citiesAmerican mayors in cities
What black administrators do for & with black What black administrators do for & with black 
communities is as important as how many are employed communities is as important as how many are employed 
by urban bureaucracies by urban bureaucracies 
Passive representativeness: largely demographic, Passive representativeness: largely demographic, 
symbolic, assumed to stand for groups & interests in symbolic, assumed to stand for groups & interests in 
society (Clarence Thomas?)society (Clarence Thomas?)
Active representativeness: behavior on behalf of Active representativeness: behavior on behalf of 
members of groups to which individual belongsmembers of groups to which individual belongs








Responsibilities of AfricanResponsibilities of African--
American BureaucratsAmerican Bureaucrats


Disconnect between AA administratorDisconnect between AA administrator’’s role expectations s role expectations 
and own perceptions, goals, & expectationsand own perceptions, goals, & expectations
AA administratorAA administrator’’s role often to mitigate or appease s role often to mitigate or appease 
black communityblack community’’s demandss demands
Advancement often dependent on adherence to Advancement often dependent on adherence to 
organizational norms which typically included disregard organizational norms which typically included disregard 
for minority community concernsfor minority community concerns
Informal pay/promotion schedules still exist for AA Informal pay/promotion schedules still exist for AA 
administrators; positions often in community relations administrators; positions often in community relations 
areaarea
Demands on AA administrators often greater than they Demands on AA administrators often greater than they 
have capacity to deliverhave capacity to deliver


Challenge of reconciling community demands with professional, Challenge of reconciling community demands with professional, 
organizational, & policy demandsorganizational, & policy demands


Extraordinary minority administrators often hired as show Extraordinary minority administrators often hired as show 
pieces or tokenspieces or tokens








Mandates for Participation, Mandates for Participation, 
Commitment, & ChangeCommitment, & Change


Liberal democracy can only become Liberal democracy can only become 
effective in society where:effective in society where:


Equal citizenship rights are generalizedEqual citizenship rights are generalized
Conflicts are recognized & regulated rationally Conflicts are recognized & regulated rationally 
in all institutional ordersin all institutional orders
Elites reflect color and diversity of social Elites reflect color and diversity of social 
interestsinterests
Public virtues are value orientation of the Public virtues are value orientation of the 
peoplepeople








Mandates for Participation, Mandates for Participation, 
Commitment, & ChangeCommitment, & Change


Equity and efficiency arenEquity and efficiency aren’’t conflicting but t conflicting but 
complementary conceptscomplementary concepts
MiddleMiddle--class flight & urban sprawl left behind class flight & urban sprawl left behind 
disadvantaged residents in urban core plagued by disadvantaged residents in urban core plagued by 
various social illsvarious social ills


Service delivery often underService delivery often under--funded & inadequate (e.g. schools)funded & inadequate (e.g. schools)
Decentralized local government efforts should provide more Decentralized local government efforts should provide more 
access points to influence systemaccess points to influence system


Assess universal approaches & funding to address global urban Assess universal approaches & funding to address global urban 
issuesissues
Understand that empowerment occurs at different times for variouUnderstand that empowerment occurs at different times for various s 
groupsgroups
Decentralization efforts have had little impact on distribution Decentralization efforts have had little impact on distribution of of 
social benefits, or on central bureaucratic authorities & unionssocial benefits, or on central bureaucratic authorities & unions








Key managerial skills for minorityKey managerial skills for minority
administratorsadministrators


Able to operate effectively in conflict situationsAble to operate effectively in conflict situations
Familiarity with group dynamicsFamiliarity with group dynamics
Understanding of constituencyUnderstanding of constituency’’s feelings, s feelings, 
demands, frustrations, & hopesdemands, frustrations, & hopes
Ability to work in highly tenuous, uncertain work Ability to work in highly tenuous, uncertain work 
environmentenvironment
Able to assume responsibility for making political Able to assume responsibility for making political 
decisions, and share policydecisions, and share policy--making function with making function with 
elected officialselected officials
““The Negro race, like all races, is going to be The Negro race, like all races, is going to be 
saved by its exceptional mensaved by its exceptional men”” (W.E.B. (W.E.B. DuBoisDuBois))
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