
30 March 2007

Richard Wilson, Director

USERS EVALUATING 

SERVICES

30 October 2007

http://www.sciencewise.org.uk/index.php
http://images.google.co.uk/imgres?imgurl=http://www2.oecd.org/safetyindicators/images/logo_oecd.gif&imgrefurl=http://www2.oecd.org/safetyindicators/&h=55&w=197&sz=5&hl=en&start=8&tbnid=JqWMZ9Sp_x-CdM:&tbnh=29&tbnw=104&prev=/images%3Fq%3DOECD%2Blogo%26gbv%3D2%26svnum%3D10%26hl%3Den%26sa%3DG




Itôs Nothing New

Å Customer Feedback

Å Market Research

Å Social Research

Å Complaints Department

Å Customer Feedback





So Whatôs New?

Å Highly Complex Policy

Å Less Deferential Citizens

Å Public Sector Loosing Legitimacy

Å Rise of óWickedô Policy

Å New Ways to Reach Citizens

Å Busy People/Competition for Time





AVOID ENGAGEMENT

Å Classic Opinion Data

Å Nothing Can Change

Å Classic Social Research Data

Å No Senior Buy-In

Å When Required Decision óObviousô





WHEN TO ENGAGE

Å Need Buy-In

Å Want Debate/Deliberation

Å Need Culture Change

Å Want Informed Opinions

Å Need Legitimacy

Å Want New Relationships





HOW TO ENGAGE

Å Go To Them: FB, Community 

Centres

Å 360o: online, face-to-face

Å New Leadership: Opening-up Not 

Closing Down

Å HAZARD: outsourcing

Å HAZARD: use bespoke orgs.





Spectrum of Con. 

Engagement



Spectrum of Con. 

Engagement

No deliberation

Strong focus on 

deliberation

Electronic approaches

Electronic approaches cover all aspects of the spectrum, from quantitative and qualitative research to consensus building (e.g. online 

consultations, online discussion forums, and computer-facilitated workshops)

Quantitative social/market 

research

(e.g. opinion polls)

Qualitative social/market research

(e.g. qualitative interviews and focus 

groups)

Some scope for 

deliberation

Consensus building approaches

(e.g. consensus building dialogue and 

consensus conferences)

Deliberative approaches

(e.g. citizensô juries, citizensô panels, deliberative polling, 

reconvened deliberative workshops, participatory appraisal, 

citizen summits, and scenario planning)

Deliberation as a means 

to consensus building




