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O years was such a single focus agency

= Case study of the impact on the flow of
Infermation to public re service quality
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> Wrlete |5 lstnbuted Public Governance

2 (Arms Lengrm_j Independent Agency - Steering Versus Rowing)
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SHfiterature on Information Flows

a:_ ‘dmmrdlchotomy - principal agent & -new public management

I

:he ‘Research — The Agency & The Results

= Workers Compensation Boards’ public information on service delivery

=

® |mplications for the Public Service




T‘Hhat type of society, people are encouraged
: "i@ Invest their energies into structures and
processes by which they are governed ...” e crem
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Ocesses for directing & controlling

2 forb____ Uj Dnal legall & admin arrangements for

EOV E: 0 Exercise power & mechanisms for:

rule of law,
publlc accountability,
- — transparency and
— Citizen participation.




- = Other service providers to decision makers up the line
= regarding Interaction with citizens, consumers, clients, stakeholders

® Engagement of Citizens & Administrators in the process




eBVErmance In The furrent

~ Public Policy Context

— e — —— -

= Who determines right information — user of the service,
provider of the service, overseer of service provider?
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- Public Servants

versts Rowing

versus Administration/Mgnt (Delivery)
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> [ow soc]ezﬁ*é' ItS agencies steer [tself to achieve goals
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- oW iS'ations relate to each other

delegate responsibility for specific issues
p[us admin capacity to agencies with Stakeholder Board
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“Ze plus ? Boards of Directors (BoD) & administrators
role in policy development- given their information
& time (focus) advantage
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- JEJJFJHJJ/”‘" e relationship between
B the ruler and the ruled

= -zﬁtlonal control based on knowledge of:

— spheres of competence,;

— operates by analyzable rules;

— calculability of its operation;&

— technically knows how to achieve an objective
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Miermative View of
Bu%cy & oernment

SOOI OITgOVEMMENL IS 1N the hands of officials.

o

SREliieaucracy. difficult to move with a history of focusing
spNnstittional survival'and controlling Information
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== SHEil power jeopardizes liberties of citizens but is
== Slperior to all other possible forms of organizations

o : _'

_n-'_:_"_',._-

ﬁ_—

S 'C'harlsmatlc leaders check the aspirations of the

- bu I’eaucracy .. to break up its deadly rule of routine to set new goals and to open new patterns in
societies hampered by political stagnation and bureaucratic routine. mMax Weber
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nformatlon risk - If agent has interests &

- incentives not compatible with the principal -
agents may not faithfully pursue interests of the
principal or need to be encouraged to share
certain info not supportive of the agents view.




SeluNodel =Cov't delegated! riesponsibility to
Connnlissios Ers they appoeinted with day to Mgmt
IES[IBNSIONI y. for staff
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- Nevv- nodell Gov't delegates oversight responsibility and
¢y making responsibility to Board of Directors but day
o ﬁ'ay Mgmt responsibility for Staff to CEO

z = o Has-the flow of Information to the public on staff’s
senvice performance changed?
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‘H@\‘gency at S .It'?

PINGEEANIE & Publicly: Administered Workplace
Jrurrrmr ii-mandatory for 70 to 80 % of firms
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- ::;;;{;; a5 Taxing Power of Government & authority to,
-Wlth out reference to court, confiscate

: property -$7 Billion Annual Premiums
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® Dispute settlement authority (Quasi-judicial
Body)
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'contrlbute to insurance plan)

@ \Worker cannot sue employer for workplace
Injury or illness
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-2 step Gov Process- Government to Board - Duties:

“day to day mgmt, establishes budget, hires & directs staff
— Established Policy to guide officials to Implement Legislation
— Adjudicated appeals of staff decisions
— Annual report to legislature & members full time employees
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EEINININE 59 '(_j_S of Directors (BoD)*

O —fesponsible for day to day operations:
ires & directs staff

*,F’revreusly— Chair & BoD was responsible for day to day
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e Appeals adjudicated by outside agency*

*Except Sask.




WE GiC ENCIEs have: responsibility for service —the
Bl plelst mntrol of the admin budget and the
9NN /AT Jalse filnds
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%éc: genues responsible for 90 years to report
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- & Therefore Annual Reports should contain
Infoermation on Service provision




pepal/ agent literatiire” stiggests the BoD when
goruc erffor service may not be inclined to share all
Wie mre mation with their principals.

.

Wne_pﬁ 0 l is no longer directly responsible for day to day

mrrr- * service” -principal agent literature
-_,Eg gEStS an increase In service info could be expected

e

— 't—‘BE)D has the time, control over Mgmt and independent
~_Interest in having information on service made public as
they are tasked with overseeing management
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REPOIING Of CUStEMEN: Service measures
WIlIRBE enlhanced when the responsibility
'ror Lmn ,{O day management of WC

~ ancies is further separated from
= Si |fut|onal governance




Cofflgelfe ;ona"i""i e Performance Measurement
Jmormcuuu Annual Reports from 1981 to
20071 or "*WC of similar size

o New Brunswick and
e Nova Scotia.




=mpiEcal Eindings (to date
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EONIRCAIEYOHES Ol annual report conporate Information’25 items:
e
I'I

r<~oorrm e Of financial statements and investments

DUILS - e staff, # of claims, # of employers & types of injuries

- :_’— H-‘tpUtS # of long-term awards, # of VR cases handle

J :ZF‘ Gutcomes % funded, assessment rate, rates of returns
— # & % of returns to work, # of appeals & % overturned

— |nternal process efficiency - the length of time to process a claim and
administrative expense ratios

— custemer service measures -- timeliness of service, quality of
knowledge offered by staff, courteousness of staff, perceived fairness
and final outcome
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-_ﬂVInCIal Auditors (BC & NS) — indicate WCB'’s leading
f{he Way on generating & sharing customer service info

. Change In governance model appears to have _
contributed to the focus on customer service occurring,
at least sooner, than it would have otherwise occurred




nrleoenrJen et stakeholder representative agencies when
gmwrned inTartiansparent and accountable fashion, can add depth
i rlem( Cra =|c decision making and focus on customers.
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_g 5 may however present a challenge to Ministers whose
¢Jc) e.rnment delegated the power to the agency
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";_ s Different forms of Gov’t oversight & Ministerial support are required
~ for Distributed Public Governance — Yearly Framework Agreements

e Requirement for BoD training in terms of their verification activities
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Jr~nnrnmm.r; ,,pacrty had a roIe to play in advancing the
e /eJoorrJArJi,a Performance measurements.

f lewer cost customer surveying has advanced

; __,:' depe ndent (Part time) Boards and their related information
,._—,; velopment and distribution activities increase ‘corporate’ costs. It
— ot clear if this is greater than the increase due to the general

re ase In public consultation activities
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h:l._ne"“ OV. eccurred when there Were: :
I n'r"r nciallconditions and
— Poor set Ice [eputations

'... ..

> e __bsence oft similar moves in other policy fields and

== HJJj" mework doecuments to suggest a comprehensive
= siyategy, the establishment of Boards & politicians giving

—— — iprsome control, suggests blame avoidance motive as
f_=:-=un9erta|nty costs had risen dramatically and most BoDs
‘had to recommend legislative changes that were viewed

- as a reduction in benefits.
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WICES AGERCY Over3|ght Boards ol Adwsory
510 :nrrl pear 10 have a positive impact on the
flow erwce delivery information to the public
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JH' of ,ﬂcy Boards may challenge existing power
= ructures given their singular focus

“= Higher corporate level costs given the need to
develop, report on and evaluate the information




3

-

<egeg rehronly addresses ‘compensation related corporate
fofrlel e Infiermation (CPMs). Certain institutions

O ezlff e to have, some responsibility for injury and

S5 pre vention and the operation ofi a medical

1l ﬁtlon centers. The CPMs for these services Were

ded In this analysis.
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{:Authors Potential Conflict of interest -11 Years as CEO
of: NS WCB —risk controlled by using public info only
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