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Addendum

stringent regulation that they cannot be improved without waiving the current 
prescriptions, but, conversely, getting rid of the prescriptions would undam 
a flood of improvement possibilities.

With any endeavour, one can discover unintended consequences. As I write, 
we are learning that designing services using systems principles is having an 
unintended impact on citizens — but in a positive sense. I am not referring 
to improved satisfaction, for, while that is a significant consequence, we 
are also learning something quite new. Better service design is leading to 
greater involvement of communities in their local services. For example, if a 
dustman’s job includes talking to people about how to recycle, a relationship 
begins to form between dustmen and the citizens whose bins they empty. 
The regime, by contrast, breaks continuity of contact between the service 
provider and citizen; by seeking economies of scale, taking service away 
from local providers and grouping it into mass-production factories, it 
ensures a minimal relationship between service provider and citizen. To 
pursue the refuse collection example, it is not unusual to find agencies 
employed to tell every citizen how to recycle, so all citizens get treated as 
though they are the same. Only the dustman is in a position to spot who needs 
advice and who does not (in the language of this book, only the dustman 
can understand each citizen’s ‘nominal value’).

When public services fail to work (as they do), citizens give up or become 
indifferent — they put up with what is offered. When services are designed 
against demand, ensuring people get what people want, their confidence in 
the services improves and the relationship between service provider and 
the citizen also improves. The foundations are built for better democratic 
involvement. This is a fascinating unintended consequence, to which I shall 
return.


