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•   Tradi8onally,	
  both	
  policy	
  reform	
  and	
  policy	
  analysis	
  have	
  been	
  perfor-­‐
med	
  from	
  the	
  “supply-­‐side”	
  or	
  “top-­‐down”.	
  

-­‐ 	
  Example	
  1.	
  Compe88on	
  policy	
  sought	
  to	
  ensure	
  a	
  firm	
  did	
  not	
  abuse	
  it's	
  
power,	
  or	
  collude	
  with	
  another	
  firm	
  over	
  prices:	
  
·∙	
  The	
  success	
  of	
  compe88on	
  policy	
  is	
  measured	
  by	
  market	
  power	
  and/or	
  
market	
  share.	
  

-­‐ 	
  Example	
  2.	
  Priva8za8on	
  sought	
  to	
  augment	
  firm	
  efficiency	
  by	
  imposing	
  
“market	
  discipline”:	
  
·∙	
  The	
  success	
  of	
  priva8za8on	
  is	
  oSen	
  conducted	
  by	
  a	
  pre	
  and	
  post	
  priva8za-­‐
8on	
  efficiency	
  or	
  profitability	
  test.	
  

-­‐ 	
  Example	
  3.	
  The	
  Single	
  Market	
  sought	
  to	
  create	
  a	
  unified	
  EU	
  space	
  for	
  
economic	
  ac8vity:	
  
·∙	
  It's	
  success	
  measured	
  by	
  price	
  convergence,	
  increase	
  in	
  trade	
  flows,	
  etc.	
  

Policy	
  analysis:	
  beyond	
  the	
  tradi4onal	
  



•   These	
  tradi4onal	
  approaches	
  of	
  policy	
  evalua4on	
  have	
  been	
  contested:	
  
-­‐   For	
  example,	
  David	
  Parker	
  argued	
  that	
  it	
  is	
  misleading	
  to	
  evaluate	
  firms	
  
before	
  and	
  aSer	
  priva8za8on	
  using	
  a	
  narrow	
  indicator	
  of	
  efficiency	
  or	
  
profitability:	
  
·∙	
  Public	
  firms	
  were	
  conceived	
  to	
  have	
  a	
  broad	
  remit:	
  providing	
  social	
  capital,	
  
jobs	
  to	
  the	
  community,	
  social	
  services	
  and	
  so	
  on.	
  
·∙	
  Hence	
  tes8ng	
  firms	
  for	
  efficiency,	
  produc8vity	
  or	
  efficiency	
  is	
  imposing	
  
priva8za8on-­‐friendly	
  indicators	
  on	
  a	
  firm	
  which	
  had	
  a	
  different	
  remit.	
  
·∙	
  This	
  methodology	
  is	
  biased:	
  priva8zed	
  firms	
  will	
  always	
  perform	
  be\er	
  than	
  
public	
  ones!	
  

Policy	
  analysis:	
  beyond	
  the	
  tradi4onal	
  



•   From	
  the	
  late	
  1970s	
  New	
  Public	
  Management	
  (NPM)	
  policies	
  expanded.	
  

•   NPM	
  refers	
  to	
  the	
  introduc8on	
  of	
  private	
  criteria	
  in	
  the	
  public	
  sector	
  (student	
  
sa8sfac8on	
  surveys,	
  inhouse	
  simula8on	
  of	
  bidding,	
  contrac8ng	
  out…)	
  where	
  
priva8za8on	
  was	
  not	
  possible	
  or	
  desirable.	
  

•   NPM	
  was	
  an	
  important	
  vehicle	
  introducing	
  a	
  new	
  perspec8ve	
  into	
  policy	
  analysis:	
  
it	
  stressed	
  that	
  ci#zens,	
  as	
  consumers,	
  should	
  be	
  consulted	
  on	
  their	
  views.	
  

•   Paradoxically,	
  however,	
  NPM,	
  while	
  insis8ng	
  on	
  the	
  need	
  to	
  reform	
  most	
  of	
  the	
  
public	
  sector	
  by	
  introducing	
  criteria	
  from	
  the	
  private	
  sector,	
  lacked	
  clear	
  means	
  
of	
  measuring	
  its	
  own	
  success!:	
  
-­‐   For	
  example,	
  NPM	
  promoted	
  government	
  outsourcing,	
  but	
  few	
  studies	
  examine	
  
whether	
  government	
  expenditure	
  decreased	
  and	
  the	
  consequences	
  for	
  service	
  
quality	
  

-­‐   NPM	
  reform	
  was	
  jus8fied	
  by	
  claims	
  it	
  would	
  increase	
  customer	
  sa8sfac8on	
  
-­‐   Surveys	
  abounded.	
  However,	
  very	
  few	
  studies	
  bothered	
  to	
  see	
  if	
  that	
  was	
  the	
  case!	
  

Policy	
  analysis:	
  beyond	
  the	
  tradi4onal	
  



•   Under	
  tradi4onal	
  policy	
  from	
  the	
  post-­‐war	
  period,	
  governments	
  
were	
  responsible	
  largely	
  for	
  policy	
  governing	
  the	
  market,	
  firms	
  
produced	
  and	
  ci8zens	
  received	
  goods	
  and	
  services.	
  

•   Tradi4onally,	
  ci4zens	
  exhibited	
  their	
  opinion:	
  
1. 	
  In	
  the	
  private	
  sector,	
  by	
  buying	
  or	
  not	
  a	
  good	
  or	
  service	
  and/or.	
  

2. 	
  In	
  the	
  public	
  sector,	
  by	
  vo8ng	
  for	
  one	
  poli8cal	
  party	
  or	
  another	
  
based	
  on	
  their	
  manifesto	
  and	
  treatment	
  of	
  public	
  services.	
  

From	
  ci4zen	
  to	
  consumer	
  



•   From	
  the	
  late	
  1970s,	
  as	
  policies	
  such	
  as	
  priva8za8on	
  and	
  NPM	
  
started	
  to	
  grow,	
  there	
  was	
  an	
  important	
  conceptual	
  change.	
  

•  Many	
  goods	
  and	
  services,	
  previously	
  supplied	
  by	
  governments,	
  
would	
  be	
  supplied	
  by	
  the	
  private	
  sector.	
  

•   However,	
  it	
  was	
  not	
  always	
  apparent	
  whether	
  ci8zens	
  were	
  
sa8sfied	
  due	
  to	
  the	
  oSen	
  complex	
  nature	
  of	
  the	
  goods	
  or	
  
services	
  in	
  ques8on.	
  

From	
  ci4zen	
  to	
  consumer	
  



From	
  ci4zen	
  to	
  consumer	
  

Voice:	
  
Par8al	
  sa8sfac8on	
  –	
  
channels,	
  complaints.	
  

Exit:	
  
Lack	
  of	
  
sa8sfac8on	
  –	
  
switch	
  provider/
stop	
  consuming.	
  

Loyalty:	
  
Con8nuous	
  
consump8on	
  
(sa8sfied).	
  

Source:	
  Inspired	
  by	
  Hirschman’s	
  Voice,	
  Exit	
  and	
  Loyalty	
  framework.	
  

Simula4on:	
  
1.  	
  Coffee	
  beans.	
  
2.  	
  Spaghei.	
  
3.  	
  Glasses	
  (spectacles).	
  
4.  	
  A	
  school	
  for	
  your	
  first	
  born.	
  
5.  	
  Hospitaliza8on.	
  
6.  	
  Water	
  supply.	
  



•   Ci4zens	
  were	
  increasingly	
  conceived	
  as	
  “consumers”:	
  ra8onal	
  actors,	
  
who	
  would	
  respond	
  ac8vely	
  to	
  increased	
  compe88on	
  in	
  the	
  market:	
  

-­‐   Consumers,	
  seeking	
  the	
  best	
  price/quality,	
  would	
  pressurize	
  the	
  market	
  
to	
  work.	
  

-­‐   Par8cularly	
  where	
  there	
  was	
  no	
  or	
  limited	
  choice,	
  it	
  was	
  important	
  to	
  
know	
  what	
  consumers	
  thought.	
  

•   This	
  provided	
  reform	
  with	
  greater	
  legi4macy:	
  

-­‐   Rhetorically,	
  there	
  was	
  a	
  shiS	
  from	
  “serving	
  ci8zens”	
  to	
  “sa8sfying	
  
consumers”.	
  

-­‐   This	
  was	
  accompanied	
  by	
  a	
  rise	
  in	
  consumer	
  surveys	
  at	
  the	
  na8onal	
  but	
  
also	
  at	
  the	
  European	
  level:	
  European	
  Commission	
  Public	
  Opinion.	
  

From	
  ci4zen	
  to	
  consumer	
  

http://ec.europa.eu/COMMFrontOffice/publicopinion/index.cfm


•   Survey	
  design	
  maUers:	
  what	
  you	
  ask,	
  how,	
  to	
  whom?	
  
E.g.:	
  Compare	
  Eurobarometer	
  with	
  La8nobarómetro:	
  

-  Eurobarometer:	
  Ques8ons	
  about	
  public	
  services:	
  affordability,	
  
accessibility,	
  reliability,	
  contracts,	
  switching,	
  complaint	
  
mechanisms	
  etc.	
  Ques8ons	
  not	
  related	
  to	
  policy	
  change	
  per	
  se.	
  	
  

-  La;nobarómetro:	
  Ques8ons	
  tend	
  to	
  be	
  about	
  policy	
  per	
  se.	
  Is	
  
your	
  gas	
  supply	
  be\er	
  aSer	
  priva8za8on?	
  Problem	
  of	
  
“expecta8ons”.	
  

Methodological	
  issues	
  1	
  



•	
  Neoliberalism	
  (Amable,	
  2011;	
  Lee	
  et	
  al.,	
  2013):	
  

-  Ci8zens	
  are	
  no	
  longer	
  conceptualized	
  as	
  ci8zens,	
  with	
  collec8ve	
  rights	
  
and	
  social	
  protec8on,	
  but	
  as	
  consumers	
  that	
  require	
  protec8on	
  against	
  
enterprises	
  and	
  also	
  against	
  governments.	
  

-  Previous	
  collec8ve	
  rights	
  to	
  social	
  protec8on	
  and	
  redistribu8on	
  are	
  
subs8tuted	
  for	
  a	
  reciprocity	
  contract	
  between	
  the	
  individual	
  and	
  the	
  
society,	
  and	
  which	
  posi8ons	
  compe88veness	
  at	
  the	
  centre	
  of	
  social	
  
life.	
  

•	
  The	
  evolu4on	
  of	
  the	
  surveys	
  reflect	
  a	
  gradual	
  change	
  of	
  dominant	
  
poli4cal	
  ideas	
  inside	
  the	
  EC:	
  

-  	
  Changes	
  in	
  target	
  respondent	
  profile,	
  the	
  ques8ons	
  asked,	
  the	
  services	
  
included,	
  the	
  methodology,	
  etc.	
  

Methodological	
  issues	
  2	
  



•	
  The	
  evolu4on	
  of	
  the	
  surveys	
  reflect	
  a	
  gradual	
  change	
  of	
  dominant	
  
poli4cal	
  ideas	
  inside	
  the	
  EC:	
  

-  From	
  ci8zens’	
  opinions	
  on	
  public	
  services’	
  reforms	
  (late	
  1990s,	
  first	
  
Eurobarometers).	
  

-  To	
  ci8zens-­‐consumers’	
  views,	
  including	
  informa8on	
  on	
  socio-­‐economic	
  
background	
  (Eurobarometers	
  in	
  the	
  2000s).	
  

-  And	
  to	
  a	
  focus	
  on	
  consumers,	
  omiing	
  informa8on	
  on	
  non-­‐consumers	
  
(Market	
  Monitoring	
  Surveys	
  in	
  the	
  2010s).	
  

Methodological	
  issues	
  3	
  



From	
  ci4zen	
  to	
  consumer	
  

Advantages	
  
of	
  surveys	
  

•   Increased	
  quality	
  of	
  governance	
  
(more	
  transparency).	
  

•  More	
  civic	
  capacity.	
  

•   Ability	
  to	
  track	
  performance	
  
along	
  8me.	
  

Disadvantages	
  
of	
  surveys	
  

•   Costs.	
  
•   Delays.	
  
•   “Consulta8on	
  fa8gue”.	
  
•   Distor8ons.	
  
•   Bias	
  of	
  replies	
  (hijacking,	
  etc.).	
  



•   First	
  survey,	
  Eurobarometer	
  47.1	
  (1997)	
  .	
  

•   From	
  2000,	
  more	
  effort	
  to	
  ask	
  standardized	
  ques8ons	
  to	
  facilitate	
  temporal	
  
comparison.	
  

•   Eurobarometer	
  53	
  (2000),	
  Eurobarometer	
  58	
  (2002)	
  –	
  survey	
  consumers	
  (not	
  
ci8zens)	
  on	
  sa8sfac8on.	
  

•   Candidate	
  Country	
  Survey	
  (2003)	
  surveys	
  consumers	
  in	
  candidate	
  EU	
  countries.	
  

•   Eurobarometer	
  219	
  (2005)	
  surveys	
  consumers	
  (and	
  non-­‐consumers,	
  ie	
  all	
  
ci8zens)	
  in	
  the	
  EU-­‐25.	
  

•   Eurobarometer	
  260	
  (2007)	
  repeats	
  this.	
  

•   All	
  these	
  surveys	
  are	
  precursors	
  to	
  the	
  Market	
  Monitoring	
  Reports	
  published	
  by	
  
the	
  EC	
  from	
  the	
  2000s	
  to	
  the	
  present	
  (these	
  are	
  “consumer-­‐focused”)	
  

hUp://ec.europa.eu/consumers/consumer_evidence/index_en.htm	
  

Chronology	
  of	
  EU	
  surveys	
  on	
  ci4zen	
  
sa4sfac4on	
  with	
  public	
  services	
  

http://ec.europa.eu/consumers/consumer_evidence/index_en.htm


EVIDENCE	
  FROM	
  EU	
  SURVEYS	
  



Percep4on	
  of	
  quality	
  of	
  SGI.	
  
EU15	
  average	
  of	
  sa4sfac4on	
  and	
  

country	
  differen4als	
  (1997)	
  

Source:	
  CliSon	
  y	
  Díaz-­‐Fuentes	
  (2010).	
  



Ci4zen	
  sa4sfac4on	
  of	
  SGEI.	
  EU15	
  average	
  opinion	
  
on	
  quality,	
  prize,	
  informa4on,	
  contracts	
  and	
  

overall	
  in	
  2000	
  and	
  2002	
  EU	
  10	
  new	
  member	
  in	
  2003	
  

Source:	
  CliSon	
  y	
  Díaz-­‐Fuentes	
  (2010).	
  



Consumer	
  aftude	
  of	
  SGI.	
  EU25	
  average	
  
opinion	
  on	
  access,	
  complaints	
  and	
  affordability	
  

(users	
  and	
  non-­‐users)	
  in	
  2004	
  and	
  2006	
  

Source:	
  CliSon	
  y	
  Díaz-­‐Fuentes	
  (2010).	
  



•   Despite	
  (some)	
  varia8ons	
  in	
  the	
  ques8ons	
  asked,	
  the	
  sample	
  made,	
  
etc.,	
  quite	
  clear	
  and	
  regular	
  paUerns	
  emerge:	
  

-  A	
  sectoral	
  “ranking”:	
  Why	
  might	
  it	
  be	
  that	
  electricity	
  leads	
  the	
  rankings	
  
of	
  these	
  sectors?	
  And	
  transport	
  consistently	
  trails	
  behind?	
  

- What	
  about	
  country	
  differences?	
  

-  Is	
  sa8sfac8on	
  increasing	
  over	
  8me?	
  

Analysing	
  the	
  evidence	
  



•   Survey	
  opinions	
  can	
  be	
  considered	
  as	
  “stated	
  preferences”:	
  what	
  
people	
  state	
  they	
  think.	
  

•   Are	
  these	
  objec8ve?	
  Can	
  they	
  be	
  rendered	
  more	
  objec8ve?	
  How?	
  

•   Country	
  and	
  sector	
  ma\er.	
  	
  

•   Are	
  there	
  any	
  possible	
  policy	
  solu8ons	
  here?	
  

•  What	
  about	
  people´s	
  socio-­‐economic	
  background?	
  

•  Why	
  should	
  this	
  ma\er?	
  Educa8on/gender/race/employment	
  
status/religion/age…	
  

Methodological	
  issues	
  for	
  resolu4on	
  




