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Thank you Lise.

My academic colleagues would probably find it very funny to know that I’m rapporteur because I’m well known for falling asleep in academic meetings and you might say that this is my just punishment – namely to have a job where the essence is to listen carefully at every moment.

It was fascinating for me to observe this group – as somewhat of an outsider – and I say this because we now in the middle of conference season and I go to a number of different types of conferences.  A typical academic conference is the market place of ideas where there are 95 concurrent sessions every hour and every speaker is speaking most 3 or 4 other people and there is a sense that no one is very well connected to anybody else but everybody is talking.  I also go to annual meetings of broader organizations where the conference organizers try to have something that is move collective and they try to find keynote speakers or plenary session speakers who would appeal to the entire group and sometimes it works and sometimes if doesn’t and people say well that was a great speaker but what exactly was he talking about or that was a great speaker but are we sure that this is the right conference that he was speaking to.  This conference is something very different and I think that when you call it a learning event, you had it exactly right!  This, to me, is a great example of action learning – namely a group of practitioners who are engaged in a common enterprise in different places, getting together every few months to compare experience, see how things are evolving and see what they have learned from one another and some of the discourse bears this out.  I’ve heard people referring to the challenges we all face or Bob Smith referring to being here with friends because this is an ongoing community and that is something very impressive.

I was thinking about what you are doing in terms of the history of public management reform, which is something that I’ve been studying and, if you look back at a good 10 or possibly 20 years of public management reform, in the early 90s I remember people talking about improving citizens’ service and they were talking about focus groups and listening to the customer or the citizen.  I also remember conversations about information technology where the notion was “well let’s put computers on the desks of public servants and see what happens?”.  It seems that we have come a long way – that said – I remember a conference about a year and a half ago where two academics, and I should hasten to add, that neither of them is in the room now, or put differently, the academics in the room now are not they, - in any event, these two academics were talking. One of them said “customer service – that’s yesterday’s news” and then the other one said, sagely, “Yeah! That’s an idea whose time has come and gone”.  Well, with respect, I think they are absolutely wrong! And to go further, I would say that integrated single window service is the new big thing, to use private sector terminology.  I was thinking actually a little bit about one-stop shopping or single service in private sector terms and, even though the language may have initially been borrowed from the private sector, it seems to me that what public servants are doing, in single window service, is an order of magnitude or two more complicated than what the private sector is doing.

You know, one stop shopping for an entire government, where compare that to one stop shopping for the banks, well you know mortgage isn’t bank accounts OK or one stop shopping for grocery stores, or even a department stores, I mean, what you are doing is just much more complicated and intellectually more challenging and it takes a lot more work to figure it out.  Also in terms of the private sector, some people here may have heard this – there was an interesting dot com in the United States called govworks.com and the idea of govworks was suppose to be an intermediary, namely if you the citizen dealt with govworks, you got in touch with them and they would handle any transaction with government for you and presumably they would make money by charging a transaction fee.  The entrepreneurs burned through about $50 Million worth of Arthur Anderson, now ???  money, until the whole thing went up in smoke.  There’s just been a movie come out about it – the film was called “Start Up.com” and I think here in Toronto it is in one of the Carleton, one of the smaller cinemas, but it is interesting that this did not work in the private sector and maybe what this indicates is that, to governments and to citizens, this service relationship is to important to be delegate to a private sector intermediary – and I think that is an important message.

I think what would be useful to draw out of this conference is a sense – is a look ahead – and maybe to ask ourselves “What would integrated public sector service look like in 5 or 10 years?” because I think we are only at the beginning and it will take another 5 or 10 years to see where we are going.  That said, on the basis of what I have heard today, I have a few sorts of speculations.

First, I refer to the chart that Ralph Heintzman showed us right at the beginning where he chartered on one-access service channels and the other access government structure.  Well one thing that I think is becoming clear is that service initiatives are multi-channel initiatives not single-window initiatives.  The reason is that there is just too many linkages among channels – for instance – if an expert system as we were told in Australia, if an expert system works at the heart of face to face service or telephone service, then this expert system is also going to be embedded in a website and that sort of an example of cross channel integration.  So it is really impossible to think about the service delivery mechanisms that are single channels so I think we are moving to a multiple service channel universe.  In terms of organizational structures, I think we heard a discussion about the pressures to move from virtual organisations to service delivery organizations.  Virtual organizations takes a lot of time, effort and good will in terms of decision making – Bob Smith spoke about partner fatigue, there’s unsolved issues of accountability to Parliament.  Put all of these together and I see some pressure for the establishment of service utilities or service agencies – they may be, as Line I think mentioned, sort of cluster agencies; not necessarily government wide because that just involves too much aggregating but cluster agencies in terms of through the main themes of government as you suggest – justice, health and welfare, economic transactions and so forth.  That said, that may be the case in a single government, but still looking across governments, obviously we are going to have the need for partnership across governments in terms of service delivery and, you know, the Victoria Connects example that Ardath spoke to us about may be something of a pre-cursor in terms of multi channel, multi level of government service delivery agency.  

Another issue that concerned people a lot, is the different service channels. In particular, the addition of the internet to the picture and I think every body is trying to get a handle on what is the equilibrium share of different types of public services that will be accounted for by the internet and here I see a bit of contrast between the public and the private sectors.  In the private sector two years ago, there seem to be a notion that the internet would sort of dominate the whole economy and take, you know, and sort of be the main element of service delivery for just about every good and service you can think of.  Clearly the .com crash indicates that now people have had second thoughts about that.  If you want to follow that up a bit further, there is a very interesting article by Michael Porter, who is sort of the Harvard strategy guru, and I think it’s the January-February business review that talks about strategy in the internet and he has some very intelligent things to say about the limits to the use of the internet for service delivery and some of the situations in which it won’t work – particularly when things like personal selling and examination of the characteristics of a product are involved.

On the other hand, in the public sector we seem to see growing enthusiasm for the use of the Internet, particularly for the dissemination of information or relationships that are purely transactional.  You know it’s not a question of wanting to feel the fabric or test drive the car or something like that but where the rules about getting a licence are really pretty clear and it is a matter of satisfying the rules and then sort of having the transaction proceed.  I think we want to look at the sort of channel mix in terms of a number of things, sort of demographics – namely sort of as younger people become a greater proportion of the population – that is going to have an impact.  Though, if you sort of think about internet use in terms of the middle aged, we middle aged, clearly they are great time savings; in our case, the issue is simply the learning curb, namely, learning to use explorer or learning how to surf or how to perform e-business transactions and so on, but once people who have climbed the learning curb, being time constrained, the time savings loom very significantly and there is the potential of broad band to change and enhance the nature of internet service and then there is also a possibility of connection of the internet through means other than the personal computer – means that are sort of flexible, more flexible, less expensive and so on.  So, you know, we have to think about all those factors as they are going to affect the extent of internet use for government service and Michelle d’Auray’s sort of prediction of internet representing 80% of government service is something we want, I think, bear in mind and sort of see if we are getting there, or if it may vary to service to service.  

Another question we might ask ourselves, if we look sort of at the future, well – once we try to predict what the future is going to be like we might also look at some, in a sense, indicators of how well we have done.  One question would be “what will the cost of government be 5 to 10 years from now?” or put differently “will overhead, sort of service delivery cost, represent a smaller proportion of the cost of government 10 years from now than it is now?”; if that is the case, then there has been some gains made.  The issue of cost, by the way, strikes me as extremely complicated.  You know, we have heard Australian experiences that say “Hey! We have saved a lot of money by integration of service”; we have heard other people that they are not sure; others who say they are confused.  I think what is needed here is a lot of, sort of modelling and measurement to think about what factors affect cost and how they would be changed through the addition of new channels, or the integration of existing channels, or sort of re-engineering at the back end.  This is a complicated issue to think about.  

A second thing to ask about the future is “What will the quality of public service look like in the future?”.  Five to 10 years from now, will public services be better in terms of speed, accuracy, courtesy, reliability – will they be comprobable to those in the private sector? Will they be considered comprobable to those in the private sector? I guess, let me suggest something as an example that deals with the two questions of cost and quality of service and I come to that example from an experience of mine when I was on the board of directors of the Crown corporation that build highway 407 in Toronto.  Well, what we did by building highway 407 was we added a new service delivery channel; it was a new channel for getting from the east of Toronto to the West Side of Toronto.  Well, initially cost went up by $1 billion and a half bucks because that is what it costs to build the highway; on the other hand, we improved convenience for people and the value of the improved convenience at the level of tolls that were charged, led to a profit of $1 billion and a half bucks when the province privatized the highway – you know.   So you add a channel, it created value and the value was recognized through this privatization.  Well you might want to take that analogy in terms of sort of public sector delivery – you know.  If channels are added, particularly channels that enhance convenience, and if some form of convenience fee or use pay mechanisms can be added, then there is the possibility of using those revenues for various purposes, in particularly, improving the overall quality of service.

A final question that we might think about in terms of the affect of service delivery initiatives and 10 years down the road is, “will there be more public trust for government? Will there be more respect for government?”  Let me mention sort of a little vignette – about 2 years ago when Industry Canada was running its advertising on program about, what is it?, about the various sort of connection  programs like school net and so on.  The adds ran at cinemas and saw these adds run once in a movie in Toronto and when add was finished, someone in the audience shouted out “Lies!” Now what was interesting was that no one else said “right-on! Yeah you got it” and I wondered whether this was a sole voice in the wilderness as I sort of hoped, or whether this was an example of Canadian decorum and he had sort of breached the social etiquette but it does speak to an important issue – which is that, the quality of services delivered by government does affect how citizens feel about their government, does affect the respect that citizens have for their government, does affect the level of trust that they have in government and, of course, you know, more trust and more respect make it easier to deliver services in the future.

These things may not get politicians elected whichever politicians are elected, it will make it easier for them to govern.  So I think it is important to look down the road at what the impact of these integrated service initiatives will be and then to analyze them in terms of these basic objectives – namely to keep the cost of government affordable, to enhance the quality of service provided by government and to build public respect for government.  So I guess those are the suggestions I would leave you with and I want to thank you and congratulate the speakers for some very stimulating thought and I hope that this community goes on, works hard, continues to examine these issues, to speak to one another and moves forward to continue improving public service services.

Thank you very much – merci beaucoup!
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