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Extract from PMPA Lecture ‘The Individual and The State in the Future of Public Services: Managing the Impossibility of Expectation’ given on 20th April 2010 by Angus Anderson and Professor Andrew Gray, and Chaired by Matthew Taylor (Chief Executive RSA),

The Astarte Programme

Public Expectation and Provision in the Transformation of Public Services

The Public Management and Policy Association and The University of Nottingham’s International Centre for Social and Public Policy have established a major initiative to examine how success in transforming public services will need a fundamental new philosophy governed by both public expectations and our active participation as citizens. 

British public services have reached a defining period. There has been a remarkable growth in the varieties of service provision. These include traditional state mechanisms, private and voluntary providers, and a host of partnership arrangements. However, this provision has been outstripped by the growth and variety of public expectations of services. The last 20 years has also brought a new service language that expresses ‘customer’ benefit and ‘value for money’ as primary qualities. Some have argued that the British now expect Scandinavian standards of public service funded from USA levels of taxation.

The Beveridge ideas that shaped the post second world war reconstruction envisioned the state as a safety net, an assurance for people managing their own choices and risks, rather than itself all providing. The growth of provision and expectation beyond this model thus raises issues about: 

· The balance of responsibility between the state and the individual, and

· The boundaries between social justice and choice.

These issues are not simply about who pays, and when. They reflect how our own obligations as citizens, reflected in individual behaviours and attitudes, might or should determine what the state makes available. They challenge what as consumers we might regard as core, and what discretionary, and how these views are mediated and taken forward in policy terms.

Investment choices in public services need also to reflect the implicit motivational values that determine the relationship between provision and expectation of public services. Perhaps most significant of these are:
· Individual independence – and fear of those things that will remove or degrade it;

· Place within community – friends & neighbours, and those social entities that help to support that community such as shops, churches, clubs, GPs, etc.;

· Home – as family sanctuary and nest egg;

· Need – having a current or anticipated need for a public service.

These motivational values are not universal. They vary through succeeding generations: from those raised through the austerity of the second world war, through the post war baby-boom, to those identified with the consumerism of the end of the twentieth century. Understanding how these motivations and expectations have arisen and how they might be addressed will have profound impacts on both the success of service delivery (including the engagement of the contribution of those for whom they are intended) and the conduct of our politics.

Thus the impending reordering of public finances and growing concerns about the capacity of our public services challenge these and related present assumptions of what the state can and should provide, and the ways it provides it. We thus need more than another set of marginal adjustments of a framework within which a broad status quo can be maintained in the short to medium term whilst the nation’s balance sheet is rebuilt. Rather, regardless of the mix of service cuts and tax increases the new government determines, we need a strategic re-evaluation of the role of public services, their place within a mixed economy, and their financing, organisation, and governance. And we need a transformation framework that will command the support and commitment of everyone, as both citizens and service users.

Specifically, we need to address fundamental structural and philosophical challenges of expectation and provision and take account of the changing demographics of the nation and the impact of global forces. We note three sets of questions:

First, questions of service provision:

1. What are the determinants of service content? The determinants of service content are shifting from planned and professionally assessed need to the expressed choices of consumers at the point of delivery.

2. How are services to be funded? The business models include full state funding to minimal state funding and some in which the state is withdrawing from funding altogether. Is the current pattern sustainable in the developing economic, social and political circumstances?

3. How are services to be provided? The business models of providers range from exclusively state national, regional and local agencies to partnerships between state, private and third sector organisations, and regulated private agencies.  Is the present pattern of providers sustainable? How can we develop the chosen service relationships through such different arrangements for provision? What governance arrangements secure the desired rights and obligations of all parties?

Second, questions of expectation of the role of the state:

4. What is the role of the state in protecting the economy from market failure? Recent government interventions have reinforced expectations that the state will protect the economy from market failures regardless of the cause.

5. What is the role of the state in providing personal services? The demands for the state to provide an increasing range of universally and personally accessible services are being made in the face of significant demographic changes that determine both need and funding. 

6. What is the relationship between the individual and the state? The ‘citizen’ relationship of the post war period is giving way to a ‘customer’ relationship between providers and consumers with a consequent shift in the assumptions about rights, responsibilities, risks, liabilities, choices and outcomes of service.
Third, questions of reconciling provision and expectation:

7. Are there behavioural changes among providers and service users that would reconcile these forces? What would hep to stimulate these behavioural changes? Incentives, knowledge, a call to collective values? 

8. Are there any philosophical approaches that might assist us to reconcile the forces of expectation and provision? Is there an alternative to the neo-liberal economic model that might help address this issue?

9. Are there any practical changes, including to governance structures and processes that would help to reconcile the forces? 
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