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The study aims to develop a cognitive model of public management reform that takes account of how public administrators make sense of embedding government reform.
The model is grounded in the empirical case of Abu Dhabi’s customer-centric public management reform. The study’s purpose is to understand how actors in government
organizations come to hold in place normatively and cognitively new ways of doing things. By examining cultural schemas and collective subjectivities, this study seeks to
shed light on the ways in which entrenching a new mentality and modern practices hinges on mobilizing the constraints and opportunities offered by existing local cultures
and subjective realities.
The inter-disciplinary research draws on a variety of disciplines, including cognitive anthropology, neo-institutionalism, organizational studies, social psychology,
sociological phenomenology, and learning theories. Espousing a hermeneutic-idealist approach, the study’s methodology employs Q Methodology and a Cultural
Reference Group.
The study makes several important contributions: Firstly, it aims to develop a theory with practical purchase to help embed public management reform in the hearts and
minds of Abu Dhabi’s public administrators. Secondly, it suggests culturally considered practices and principles for how authoritarian governments can drive the provision
of responsive quality public services, even if aspirations for democratic governance models are not yet fulfilled. Thirdly, it uncovers the opportunities and limitations of
looking at collective agency and inter-subjectivities in government organizations by zeroing in to the conditional connections between cultures, beliefs and change
management. Fourthly, it helps to learn more about the analytical processes of locally sensitive diagnostics that generate tailored solutions for governance reform.

Profile
Abena is a senior public policy adviser with ten years of experience in researching and developing government policy across a wide range of public service areas. Abena is
currently writing up her doctoral thesis in the School of Government & Society at the University of Birmingham. Abena’s doctoral research seeks to develop a model that
can support (non-Western) governments with a culturally more considered approach to public management reform.
Before embarking on her PhD, Abena worked for local, national and international governments, think tanks and education providers in the UK, US, Europe, Africa and the
Middle East. Abena’s most recent professional role was a position as an Adviser to the Crown Prince’s General Secretariat of the Executive Council in Abu Dhabi. Prior to
that, Abena worked in France for UNESCO, and in the UK for organizations such as the National Consumer Council, the Centre for Economic and Social Inclusion, the
Social Justice Department at the University of Hull, and the Africa Educational Trust. The UK Parliamentary Under Secretary of State appointed Abena as the Specialist
Panel Advisor to the Government on ‘Transforming Public Services around Citizens’ in the Beacon Excellency Awards 2008.
Abena’s work has always focused on ways in which governments can deliver improved outcomes for public service users while achieving a higher social return on
investment. In particular, Abena is an expert on the political, social and financial imperative to public engagement and service quality, its relation to consumer-driven
markets, and on harnessing the power of the public for service improvement, reform and social innovation in government.
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