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105-6
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farmers 67, 77, 194-9
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2,357
feedback
listening to customers 21013, 227, 233
ROAMEF policy formulation cycle 49-52, 144-5
Ferranti Ltd 238
Fibre Flax Subsidy Scheme 272
fieldwork stage, NAO projects 6
file examinations 62-5, 380
Filing of Income Tax self-assessment Returns HC 74
2005-2006 225
Finance Ministry, UK 144-6
Financial Management Initiative, UK 326
Financial Reporting Council, UK 38-9
Financial Services Authority (FSA) 180-1
financial statements 3743, 357, 358-9, 364
disclaimers 38—40
traditional audits 37-43, 358-9
Financial Times 211, 282, 360
findings/conclusions, NAO projects 6, 32-3, 167,
222-6, 347-56
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Fiore, Quentin 364-5
First Nation Indian communities, Canada 60—1
First Time Online 212
Fisher, Sir Warren 19-20
fitness-for-purpose assessments 255-6, 309
flags, regulations 179-80

flood risks 230, 252-3
flotations, privatisations 115-16, 119, 124, 129,
130-1
focus groups 210, 369-70, 381-2
food procurement 303—4
Food Standards Agency 230, 304
football shirts, price-fixing scandal 174
Foreign and Commonwealth Office 16, 42-3, 70
foreign investments, communist countries 120
Foreign Policy Department, PSAs 70-1
forensic accountants, fraud 279-80
form-completion difficulties
bureaucracies 23—4, 191-6
NAO study 195-6
pre-populated forms 221
forms of communication 364-5
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Foucault, Michel 22
foundation hospitals 3627
France
fraud and corruption 261, 264-5
public programme failures 14
regulatory wordiness 174
Roman law tradition 4
secondments 345
social market economies 2
franchises 141, 168
fraud 1,7, 9, 12, 19, 26-8, 42-3, 120, 259-87, 349-50,
371
see also theft
avoidance incentives 279, 282
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cultures 259-68, 282-3
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false statements 263—4
forensic accountants 279-80
identity theft 262, 270, 275
international comparisons 259-68, 282-3
macro weaknesses 268-72, 281
micro weaknesses 268, 271-5, 281
National Fraud Initiative 274, 278
organised crime 261-5, 275
punishment considerations 265-8
reduction measures 274-6, 278-9
social security 261-2, 268-72, 349-50
testing/piloting failings 268, 275-6, 281
UK 260-2, 265, 268-87
varieties 259-62, 271-5
vulnerable systems 259-62
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Fraud at the British Embassy Tel Aviv HC 776
2005-2006 277
freedom considerations, bureaucracies 201
French Revolution 20
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and Pensions’ Support for Disabled People HC
455 2005-2006 224
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GAO see General Accountability Office

gas 2,47-8, 131, 173, 312
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Githongo, John 277
GlaxoSmithKline 247, 345
globalisation 58
GM see genetically modified
goal-free evaluations 379
GOL see Government On-Line
gold reserves 130-1
gold standard, successes 102, 310-2, 315-17
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good practices 25-6, 74-7, 100-8, 136-7, 146-7,
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(GPRA), USA 54-6, 325-6, 341
Government Resources and Accounts Act 2000 39
governments
central/local government measurement contrasts
326-9, 328-9
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Conservative governments 15, 109
fashions 3627
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management role 230—4
modern structures 2
NAO 5-6
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regulatory role 2304
roles 2304, 3634
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Grey, Christopher 361
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Hansard 207
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Haythornthwaite, Rick 183—4
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see also agencies/NDPBs

healthcare 2, 3, 11, 12-15, 24-5, 29, 36, 46-8, 51-3,

59-60, 824, 155-8, 225, 230, 288, 368

see also National Health Service
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complaints procedures 24-5

hospital acquired infections 304-6
inputs/outputs/outcomes relationships 58-62
Meningitis C vaccination programme 51-3
PPP/PFI 112, 154-8, 164, 168
public choice 46-8
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Heywood, Paul 261
hierarchical structures, critique 18-19, 36, 285-91
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320-2
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Hilton, Anthony 134-6
HM Revenue and Customs 218, 237, 262, 269-70,
275
see also Customs and Excise; Inland Revenue
Home Office 38-40, 75-6, 84
accounts’ disclaimer 38—40
community engagement 84
home purchases for lower-income buyers 85
see also housing shortages
homogenisation, citizens 8
Hood, Christopher 89, 337
Hopwood, Anthony 98
horizon-scanning tools 229
hospital acquired infections 304—6
Housing Benefits 192-3, 214, 269, 275
Housing Department, PSAs 68
housing shortages 348, 350, 353
see also home purchases...
HSBC Holdings 125
Hu Jintao 267
human behaviour 7, 78-108, 234, 235-8, 242, 255,
3774
Child Support Reforms 236-8, 242
misjudgement problems 235-8
risk ignorance 234, 235-8, 255
targets 334
tax credits 30, 1904, 236-8, 262, 269-70, 277-80
human nerve system, metaphors 85-90
human well-being 2
Hungary 117-18, 141, 345
Hurricane Katrina 104-5, 2534
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ideal services 188
identification problems, auditing 357-9
identity theft 262, 270, 275
ILA see Individual Learning Accounts
illegal activities, economy concepts 260, 265-6
“The Illusion of Limitless Possibility” 14
Immigration and Nationality Directorate 75-6
Imperial College 13
implementation 26, 49-56, 58-9, 62-3, 326-7,
367-79
formulation contrasts 53-6, 58-9, 326-7
post-implementation reviews 26, 162, 168
ROAMEEF policy formulation cycle 49-56, 144-5
Improving the Efficiency of Postal Services
Procurement in the Public Sector HC 946
2005-2006 299
Improving Poorly Performing Schools in England HC
679 2005-2006 98-9
In Search of Excellence (Peters and Waterman) 89, 323
Inappropriate Adjustments to NHS Waiting Lists HC
452 2001-2002 336
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incapacity benefits 351
see also disabled people
incentives
innovations 33, 190, 202, 214-15, 227, 2314
performance measurement 333-8
perverse incentives 3367
Income Support
see also social security
fraud 271
India
federal structure 2
fraud and corruption 266
individual choice, concepts 44—-8
Individual Learning Accounts (ILA) 26-8, 268, 275-6,
282
Indonesia 282
inflation rates, communist countries 120
informal risk management 2448
see also risk management
information
asymmetrical information 132, 234, 238-9,
347
bureaucracy problems 21, 25-30, 32-3, 200-2,
220-1, 358-9
collective memory 2524
communications 200-2, 227, 250-4, 364-5
doctors 29-30, 219-20
effective risk management 244-5, 2524
overload problems 254
qualities 244-5, 2524, 257, 358-9
quality of services 29-30, 200-2, 220-1
reliable/timely/up-to-date qualities 2524, 257
repeated information-requests 2201
risk ignorances 234, 238-9
informed choices, citizens 217-18, 320-21
Initial Public Offerings (IPOs) 129
Inland Revenue 28, 149, 165-6, 201-2, 208, 218,
236-7, 262, 350
innovations 19-20, 22, 33, 190, 202, 210, 214-15, 227,
231-4
bureaucracy problems 22, 33, 190, 202, 210, 214-15,
227,231-4
continuous innovations 214—-15
incentive limitations 33, 190, 202, 21415, 227,
2314
quality of services 33, 190, 202, 214-15, 227
inputs/outputs/outcomes relationships, concepts 58—62,
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inspection reports, performance measurement 328-9
Institute of Chartered Accountants in England and
Wales 346
institutions, privatisations 120-2
intangible benefits, cost benefit analysis 51, 71,
376
integrated models, key success factors 102-3
integrity principle
New Zealand good practices 105-6
value-for-money examinations 57-8, 105-6
intelligent risk management 244-58
internal audits
corporate governance 37-43
external audits 359
internal challenges, value-for-money examinations
371—
internal controls 3743, 243-4, 253-5
see also corporate governance
International Auditing Standards 263
International Development Department, PSAs 70
International Organisation of Supreme Audit
Institutions (INTOSAI) 57-8, 136-7, 140-2,
173

Internet 15, 90, 96-7, 200, 201-2, 213-14, 215-18,
256, 270, 3634, 381
see also 1T
interpretation problems, regulations 176-7
Intervention Board Executive Agency 272
intervention considerations, performance measures
30-1
interviews 62-5, 369-70, 380
INTSOAI see International Organisation of Supreme
Audit Institutions
inventories, failures 1-2, 7
investment banks, FSA regulations 1801
‘invisible hand’ of competition 45-6
inwards-looking focus, bureaucracies 1-2, 7-8, 11-12,
18-36, 188-227, 2304, 3634
IPOs see Initial Public Offerings
Iraq 260-1
Ireland
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value-for-money examinations 4
IRRs, PFI contracts 158-60
IT 15, 25-6, 39-40, 42-3, 72-3, 74-7, 1034, 166-7,
191-9, 200, 201-2, 213-14, 215-21, 23941, 252,
254,270, 363-5, 381
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business cases 241
business change 1034, 215-21, 240-1
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failures 25-6, 3940, 42-3, 72-3, 74-7, 1034,
166-7, 191-9, 239-41, 252
good practices 25-6, 74-7, 1034, 215-17
Internet 15, 90, 96-7, 200, 201-2, 213-14, 215-21,
256, 270, 3634, 381
NHS Direct 219-20
post-implementation reviews 26
PPP/PFI 166-7
pre-populated forms 221
re-engineering opportunities 215-21
recommendations 25-6, 74-7, 1034, 194-9,
215-17, 240-1
successes 103-4, 215-21
testing procedures 241
training needs 26
Transport for London’s Oyster electronic ticket
payment cards 104, 215, 219
Italy
fraud and corruption 261
P2 Masonic Scandal 261
Roman law tradition 4
secondments 345
value-for-money examinations 4
iterative processes, public sector auditing
107-8

Jack, Michael 133-4
James, Lord, of Blackheath 287
Jarvis 153
Jobseeker’s Allowance 192-3
John Laing plc 292
John Lewis Partnership 345
joint ventures, PPPs 140, 168
Jones, Professor George, OBE 190
judgements 235-8, 357-63

see also decision-making
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key performance indicators 3267

key success factors, integrated models 102-3
Keynesian economic principles 233
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King, Mervyn 179-80
Kosovo 255

Labour governments 46, 362
lambda-type value, public sector management 17-18
Land Judges’ Office, Comptroller and Auditor General
40
Land Securities Trillium (LST) 293
largeness factors, public sector 17-18
Laser 292-3
Laughlin, Richard 73
law and order 11
lawfulness principles, New Zealand good practices
105-6
Leach, S. 309-10
leadership
see also managers
failings 12, 299-300
project/programme management 299-300, 317
responsible leaders 299-300, 317
leaflet complexities, bureaucracies 23—4, 191-6,
200-1
league tables 337-9
Learndirect initiative 211-12
learning
bureaucracy problems 21, 25-8, 72-3, 1034, 107-8,
160-1, 190, 194-9, 226-7, 2524
TLA 26-8
mistakes 25-8, 72-3, 103-4, 107-8, 1601, 190,
194-9, 226-7, 240-1, 2524, 278, 290, 315
opportunities 7, 17
Leeson, Nick 261
legal issues, privatisations 115-19, 120-2
LIBRA 76, 147
life assurance companies, PFI projects 160
‘life style choices’ 3
LIFT programme 155
Lindblom, C. 231
linked programmes, project/programme management
304-10, 317
listening benefits
customers 210-13, 227, 233
staff 214-15
literary insights, bureaucracies 20—1
‘live the risks’, risk management 255-8
Local Area Agreements, UK 328
local government, Audit Commission 5
Local Housing Allowances 192-3
logic models 380, 376
London School of Economics and Political Science 82,
346,371,372
London Stock Exchange 39
longer-term issues
PPP/PFI 153-61
privatisations 119, 131-2
Lonsdale, J. 358
Lord Chancellor’s Department 76
Lord Mayor’s Banquet 179-80
Lowndes, V. 309-10
LST see Land Securities Trillium

M1 motorway 50

McKinsey 7s model 89, 320-3, 342

MacLaurin, Lord 210-11

McLuhan, Marshall 364-5

macro weaknesses, fraud and corruption 268-72,
281

Major, John 205-6

management buyouts, privatisations 116

management by objectives 319-31, 342

The Management and Control of Hospital Acquired
Infection in Acute NHS Trusts in England HC 230
1999-2000 305-6

management role, governments 230—4

managers 11, 12, 15, 17-20, 22-3, 25-6, 45-6, 90,
92-6, 116, 2304, 314-17, 319-31, 342

see also leadership; project management

accountability concepts 90, 92-6

change-facilitation perspectives 19-20, 33, 298-9,
314-17

critique 18-20, 22-3, 25-6, 45-6, 90, 92-6,
315-16

difficulties 17-20

failures 12, 15, 17-20, 25-6, 72-7, 1034, 239, 252

IT failures 25-6, 72-7, 1034, 239, 252

mindsets 18-19

private interests 12, 45-6, 66

private/public sector contrasts 17-18

stakeholders 11, 17-19, 73, 90-9

Managing Reductions in Vacant Family Quarters 350

Managing Relationships to Secure a Successful
Partnership HC 371 2001-2002 291-2

Managing Risks to Improve Public Services HC 1078
2003-2004 245, 247, 251

mapping techniques 381-3

market forces 2-3, 8, 46-8, 54-6, 109-38

see also privatisations

market testing 142, 169

market-establishment considerations, privatisations
119, 126-7

market-failure concerns, regulatory needs 173—4

market-power concerns, regulatory needs 172-6

marketing techniques 209-22

Marks and Spencer 209

Marsh, David 91

Marx, Karl 20

Mason, Tim 210-11

materialism, happiness 15

matrix structures 2867

Maxwell, Robert 261

meaning of words, social context 90-2, 108, 188-90,
364-5

meanings participants give to their roles, effective
audits 73, 90-9, 108

means testing, social security 268-72

measurement issues

benefits 51
critique 9, 11-12, 319-44, 358
performance considerations 9, 11-12, 31944, 358-9

media impacts 234, 242, 363-5

The Medical Assessment of Incapacity and Disability
Payments 351

Medicare 29

medium considerations, communications 364—5

The Medium is the Massage (McLuhan and Fiore)
364-5

memoranda of understanding, NAO 345-6

Meningitis C vaccination programme, Department of
Health 51-3

mental health 200

Meridian Delta Ltd 128

meta-analysis methods 101, 380-1

metaphors, separate methodologies for separate
subjects 85-90

Methicillin resistant staphylococcus aureus (MRSA)

methodologies
see also qualitative analysis; quantitative analysis
appropriate methodologies 369-70
definition 369
performance issues 319-31, 3424
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73-90
value-for-money examinations 5, 9, 58, 62-6, 67-90,
367-79
micro weaknesses, fraud and corruption 268, 271-5,
281
Microsoft Project 374
military analogy, regulations 177
Millennium Dome 127, 128-9, 287
Milton, Sir Simon 333
Ministry of Agriculture, Fisheries and Food 271-5
see also Department for the Environment, Food and
Rural Affairs
Ministry of Aviation, Ferranti Ltd 238
Ministry of Defence 16, 634, 74-5, 78-82, 145-6,
315-16, 350
see also defence projects
pilot-training reviews 78-82
Royal Dockyards 126-7, 132
Support Information Technology HC 644 1990-91
74-5
Training New Pilots HC 880 1999-2000 78-81
vacant houses 350
Ministry of Education, New Zealand 54-5
minority shares, privatisations 131-2, 141, 168
Mirrlees, James 347
misinterpretation problems, performance measurement
337-8
misrepresentation problems, performance measurement
337-8
mission, NAO 347
mistakes, learning 25-8, 72-3, 1034, 107-8, 160-1,
190, 194-9, 226-7, 240-1, 252-4, 278, 290,
315
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models, value-for-money policies 53-6, 379-80
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for Money HC 285 2001-2002 233
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money-wasting allegations, PFI schools 166-7
monitoring stage, ROAMEF policy formulation cycle
49-52, 144-5
monopolies 2-3, 110-14, 120-1, 131-2, 135-8, 171-86
see also oligopolies
Montagu, Nick 208
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Morgan, Gareth 89
MRSA see Methicillin resistant staphylococcus aureus
Mulgan, Geoff 28, 31-2, 188
multi-criteria decision analysis 377
multi-variate analysis 377
Mumbai 266
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mystery shoppers 377

NAO see National Audit Office
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57-60, 65-6, 72, 74-84, 100, 1034, 111-13, 122,
137, 139, 145, 151, 154, 167, 182, 222-6, 255-8,
271, 275-6, 286, 293-302, 3067, 321-2, 345-56,
358, 367-79
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background 5-6, 41-2, 59-60, 100, 345-56,
358
business cases 6, 371-2
centres of excellence 346
Cinderella services 351, 353
citizens 222-6, 352
community engagement 84-5

conferences 3467

contracts 345-6

electricity prices 352

experiences of real auditors 354-9

fieldwork stage 6

financial impacts 347-56

findings/conclusions 6, 32-3, 167-8, 2226,
347-56

food procurement 303—4

form-completion problems 195-6

fraud-theft-corruption risks 268, 271, 275-6, 349-50,
356

functions 5-6, 41-2, 59-60, 100, 345-56
funding 5
historical background 41-2
housing shortages 348, 350, 353
IT reports 72, 74-7, 1034
memoranda of understanding 345-6
methodology 367-79
mission 347
non-financial impacts 348, 353-6
organisational framework 345-56
outcome reporting 59-60
patient choice 48
performance evaluations 32-3, 321-2, 358
positive psychology 1001
postal services 299
powers 5, 41-2
PPP/PFI findings 166-7
privatisations 111-13, 122
professional associations 3467
project management principles 6, 374
public sector comparators 145-7
purchasing professional services 296-8, 349
quality of services 222-6
recruitment 346, 355-6
reports 59-60, 222-6, 346-56
results 103-4, 222-6, 347-56
risk management fitness-for-purpose assessments
255-8
secondments 345, 355-6
Social Fund 65-6
staff 346
stroke-care report 59-60, 82—4
successes 1034, 347-56
targets 347-56
terms of reference 5-6
third sector (voluntary sector) 353—4
user needs 302, 346
value-for-money examinations 5-6, 9, 72, 74-7,
222-6, 347-56, 367-79
National Centre for Social Research 377
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National Fraud Initiative (NFI), Audit Commission 274,
278
National Health Service (NHS) 2, 3, 16, 22, 36,
42-3,46-7, 51-3, 59-60, 824, 112, 155-8, 165,
169, 188, 191, 219-20, 225, 249-50, 288,
335-7
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change problems 188
communications 191
competitive tenders 467
GPs 29-30, 48, 83-4, 155, 187, 201, 213, 220,
249-50, 288-9, 337, 362-3
hospital acquired infections 304-6
NHS Direct 219-20
NHS Walk-In Centres 219
outpatient services 222
patient choice 48
perverse incentives 3367
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PPP/PFI 112, 155-8, 164, 168
prescription services 249-50
stroke-care report 59-60, 82—4
technological developments 219-20
waiting times 335-7, 342
National Insurance 239
National Lottery Funding 348
National Physical Laboratory (NPL) 148-9, 292-3
National Power 129
National Probation Service, NPSISS 12
national security
Australia 60-2
inputs/outputs/outcomes relationships 58-62
National Statistics 28
nationalised industries 2, 14, 46-8, 109-10, 134
nepotism 41
net present values, cost benefit analysis 48-56
Netherlands 31, 58-9, 177-9
Court of Audit 58-9
regulatory costs 177-9
New Opportunities Fund 348
the new public management 42—3
New York City Major’s Office Dial 307 programme
1034
New Zealand 41, 54-6, 105-6, 306-7
collegiate working 3067
education 54-5
good practice examples 105-6
Ministry of Education 54-5
Office of the Auditor General 41, 105-6
performance issues 324-5
Public Finance Act 1989 54
secondments 345
State Sector Act 1988 54
success examples 105-6
value-for-money approaches 54-6
Newman, Janet 924, 187
Next Steps Agencies, UK 326
NFI see National Fraud Initiative
NHS see National Health Service
NHS Direct 219-20
NHS Walk-In Centres 219
non-executive directors, corporate governance 37-43,
247, 255,257-8
non-financial impacts, NAO successes 348,
353-6
non-take-up of benefits, complexity problems 31-2
Normanton, E. 34
normative models 379-80
Northcote and Trevelyan Report 41
Northern Ireland 277
Norway, regulatory costs 178
NPL see National Physical Laboratory
NPSISS 12

02 141
obesity 3, 238-9
objectives 49-52, 119, 120-2, 124, 1301, 143-7,
31944
management by objectives 319-31, 342
PPP/PFI 143-7
privatisations 119, 120-2, 124, 130-1
ROAMEEF policy formulation cycle 49-52, 144-5
objectives-linking benefits, risk management 246-8,
objectivity and independence principle,
value-for-money examinations 57-8
objectivity standards 41-2
observations, diagnostic and analytic techniques
634

OECD 121-2, 177, 182
Ofcom see Office of Communications
off-balance sheet accounting, PPP/PFI schemes
146-7
Office of the Auditor General
Canada 59, 60-1
New Zealand 41, 105-6
Office of Communications (Ofcom) 173
Office of the Deputy Prime Minister 334-5
Office of Fair Trading (OFT) 174
Office of Gas and Electricity Markets (Ofgem) 173,
223-4,232
Office of Government Commerce 299-300, 304
Office of Management and Budget, USA 56, 222
Office of National Statistics see National Statistics
Office of Science and Technology 251
Office of Telecommunications (Oftel) 224, 352
Office of Water Services (Ofwat) 173
Ofgem see Office of Gas and Electricity Markets
OFT see Office of Fair Trading
Oftel see Office of Telecommunications
Ofwat see Office of Water Services
0il 260-1, 312
Oil-for-Food programme, Iraq 2601
older workers 224-5
oligopolies 113-14, 120-1, 131-2
see also monopolies
Olympic Games (2012) 301
open book accounting 18
openness principle
see also transparency issues
New Zealand good practices 105-6
operational phase, PPP/PFI 154-70
operational support functions, market forces 46—7
opportunity costs 51
option appraisal stage, ROAMEEF policy formulation
cycle 49-52, 144-5
organisational issues
external audits 9, 255-6
project/programme management 308-10, 317
public sector auditing 345-56
organisational mapping techniques 381
organised crime 261-5, 275
Orwell, George 21
Osborne, David 363
outcomes 6, 9, 11-36, 37-66, 67-73, 97-8, 114, 3014,
310, 322, 329-44
see also value-for-money examinations
analysis failures 37-66
concepts 434, 59-66, 97-8, 114, 3014, 310, 322,
329-44
definition 434, 67-73, 322
effectiveness concepts 6, 9, 11-36
human behaviour 97-8
inputs/outputs/outcomes relationships 58-62,
329-30, 335-6, 344
meanings participants give to their roles 73, 90-9,
108
performance measurement 322, 32944
public programmes 11-36, 3014, 310, 329-30
rules 11-36
separate methodologies for separate subjects 67-72,
time factors 71-2
outpatient services, NHS 222
outputs 6, 8-9, 58-62, 322, 329-20, 335-6, 340-5,
344
effectiveness concepts 6, 89
inputs/outputs/outcomes relationships 58-62,
329-20, 335-6, 340-5, 344
outside assessments, performance issues 2545
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outsourced activities, concepts 11213, 248-50, 291,
308-10, 360-2

overload problems, information 254

overreactions, risk management 2524

overseas evidence, diagnostic and analytic techniques

overview 6-9
Oxford University 346, 373

P2 Masonic Scandal, Italy 261
Paddington Health Campus 13
parenting skills 3
Parker, David 133, 134
PART see Program Assessment Rating Tool
participants, meanings participants give to their roles
73,90-9, 108
participatory techniques 380
partnerships
see also Public Private Partnerships
concepts 8, 51, 112-14, 118, 139-70, 360-2
critique 114, 147-8, 161-70, 360-2
traps 360-2
Passport Agency 152, 240-1
patient choice, NHS 48
Payment of Social Security Benefits to Overseas
Customers 349-50
PCT see Primary Care Trusts
Peer Assist approach 372-3
peer reviews, performance measurement 328-9
penalties/fines, collection failings 33
pension companies, PFI projects 160
Pension Credits 192-3, 200, 214
The Pension Service (PS) 212-13, 218
pensions 28, 97-8, 160, 192-3, 200, 212-14, 217-18,
222,274,350
performance audits 5-6, 7, 8-9, 22, 32-3, 54-7, 365
see also value-for-money examinations
performance indicators
concepts 321-43
critique 336-9
definition 321-2
performance issues 5-6, 7, 8-9, 11-12, 22, 32-3,
54-7, 150-70, 221-2, 254-5, 314-17, 31944,
358-9
7s McKinsey model 89, 320-3, 342
accountability concepts 338-9
box-ticking exercises 328-9, 365
central/local government measurement contrasts
326-9, 328-9
change 314-17
concepts 319-44, 358-9
critique 319-44
cultures 3424
data quality 339-44
European Foundation for Quality Management
(EFQM) 320-3, 342
external factors 331-2, 338
glossary of terms 320-2
GPRA definition 56
Hawthorne Effect 324
incentives 33342
international experience 324-6
intervention considerations 3301
league tables 337-9
management by objectives 319-31, 342
measurement considerations 9, 11-12, 319-44,
358-9
methodologies 319-31, 3424
misinterpretation problems 337-8
misrepresentation problems 337-8
morale issues 328-9, 344

New Zealand 324-5
outcome measures 322, 329-44
outside assessments 254—5
PPP/PFI 149-70, 326
public perceptions 328-9
reports 33944
specification realities 333-8
transparency issues 221-2
UK experience 149-70, 326-44
USA 325-6, 341
‘performance paradox’ 358
Performance Partnership Agreements, UK 327
performance targets
see also targets
definition 322
perseverance principle, value-for-money examinations
57-8
perverse incentives, NHS 3367
pessimistic views, governments 15-16
Peters, T.J. 89, 323
PFI see Private Finance Initiative
pharmacists 249-50
phased sales, privatisations 130
philosophy, separate methodologies for separate
subjects 78-90
photographic and aural evidence, diagnostic and
analytic techniques 64
Pidd, M. 337
piecemeal changes, quality of services 190—4
pilot-training reviews 78-82
piloting failings
fraud and corruption 268, 275-6, 281
project management 2934, 311-2, 317
Pipe, Steven 359
Poland 345
polar-orbiting operational environmental satellites,
USA GAO review 85-6
polarity management 84-5
police reforms 84
policies
cost benefit analysis 7, 44, 48-56, 62-3
cost effectiveness analysis 44, 48-58, 62-3
effective risk management 244-58
formulation considerations 48-56, 58-9, 67-73,
229-36
implementation issues 53-6, 58-9, 62-3, 326-7,
367-79
models 53-6
risk factors 229-36
ROAMEEF cycle 48-50, 144-5
semi-autonomous agencies 53-6
polio vaccination programme 52-3
political ideologies 2-3, 14, 15-16, 109-10, 164
see also governments
political risks 152-3
politicians, public choice 45-8
poll tax (Community Charge) 233
Pollitt, C. 26
Polly Peck 261
Ponting, Clive 35
Porterbrook Leasing Company Limited 125
Portugal, unitary structure 2
positive psychology 99-108
Post Office Card Account 92, 234-5
post-implementation reviews
IT projects 26
PPP/PFI 162, 168
post-war period 14-15, 109-10, 285-90, 343
postal services 173, 249, 298-9
Postal Services Act 2000 298-9
Postal Services Commission (Postcomm) 173
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Postcomm see Postal Services Commission
poverty 2, 11
Power, Michael 2424
PowerGen 129
PPPs see Public Private Partnerships
pre-conditions, privatisations 119-38
pre-payment meters, energy 224
pre-populated forms 221
preferred bidders, PPP/PFI 147-53
Preparation for the London 2012 Olympic and
Paralympic Games — Risk Assessment and
Management HC 252 20062007 301
Prescription Pricing Authority 249-50
price levels
cheapest options 287, 290, 316-17
contracting frameworks 290-5
electricity prices 352

staff concerns 162, 165, 169, 360-2
successes 142-4, 161-70

systems theory 160

terminations 162

time factors 147-9, 153, 164-6, 292-3

types 140-2, 361-2

value-for-money examinations 142-7, 152-70

private interests, managers 12, 45-6, 66
private sector 3, 8, 11, 17-18, 45-8, 50-1, 72-3,

109-38, 139-70, 239, 360-5

see also Private Finance Initiative; privatisations;
Public Private Partnerships

agencies/NDPBs 112-13

concepts 111-14, 239, 360-5

expectation gaps 187-8

future prospects 363-5

public sector comparisons 111-14

privatisations 131-3, 138
price-fixing scandal, football shirts 174
PricewaterhouseCoopers (PWC) 96-7

private sector methods, public sector 142
privately financed investment projects 141
privatisations 2-3, 8, 46-8, 109-38, 171-6, 222

Primary Care Trusts (PCT) 94-5, 288-9
PRIME contract 293

principles, separate methodologies for separate subjects

87-90
prisons 112, 142, 151, 155-7, 164, 351
Private Finance Initiative (PFI) 501, 111-14, 118,

139-70, 239, 257, 292-3, 326-7

4-pillars of success 118, 142-61

accounting treatments 1467

auditing considerations 142-7, 161-70

best bids 143, 149-54

bids 143, 147-54, 161-70

business cases 143, 161-70

changing circumstances 143, 1524, 161-70

competition issues 143, 147-54, 161-70

concepts 501, 111-13, 118, 139-70, 239,break
292-3

conventional procurements 139-40

core services 164

costs 143, 147-9, 165, 292-3

critique 114, 147-8, 160-70, 239, 292-3, 326

definition 111-12, 13942

designing good practice 162-70

experiences 154-70

future considerations 161-70

good practices 146-7, 153-70

IRRs 158-60

IT failings 166-7

lessons 1601

longer-term issues 15461

money-wasting allegations 1667

NAO findings 167

objectives 143-7

operational phase 154-70

payment profiles 139-42

performance management 150-70, 326

post-implementation reviews 162, 168

preferred bidders 147-53

project-selection considerations 143-7

proper processes 143, 147-9

re-financing controversies 158-61, 165-6

rejected bids 153

relationship issues 164-70, 291-5, 3067

responsibilities 139-42

results 154-70

returns 158-60, 165-6

risk assessments 151-4, 160-1, 161-70, 239, 257

schematic ‘yes-no’ choices 144-5

schools 166-7

secondary markets 160-1, 165-6

skills issues 161-70

see also market forces

4-pillars of successful privatisations 118-38, 142

advisors 119, 132-3

assets-quantity considerations 119, 127-30

assets-structuring considerations 119-24, 126, 137

asymmetrical information 132, 239

auctions 116, 119, 130-1

auditing guidelines 136-8

bought deals 130-1

communist countries 116-17, 119-22, 130-1

competition issues 3, 45-6, 54-6, 115-19, 1234,
126-7, 131-2, 137-8, 147-8

concepts 2-3, 8, 46-8, 109-38, 222

critique 8, 46-8, 113-14, 133-8, 222

definition 111

disposal-strategy considerations 119, 124-31,

flotations 115-16, 119, 124, 129, 130-1

‘golden shares’” 131-2, 141

historical background 109-11

Hungary 117-18

institutions 120-2

legal issues 115-19, 120-2

longer-term issues 119, 131-2

major UK industries 110-11

management buyouts 116

market-establishment considerations 119, 1267

methods 115-16, 119, 130-1

minority shares 131-2, 141, 168

objectives 119, 120-2, 124, 130-1

phased sales 130

pre-conditions 119-38

price levels 131-3, 138

process issues 115-18

quality of services 133, 222

quantity-of-assets-for-sale considerations 127-30

regulations 47, 111-12, 113-14, 119, 120-2, 131-2,
133-8,171-6

results 133-8

return on capital employed (ROCE) 133

RPI-X pricing formulas 131-2

Russia 117-18, 131

skills considerations 119, 132-3

social issues 119-24, 137-8

success factors 115-19

time factors 119, 124-5

title factors 115-19, 120-2, 138

trade sales/auctions 116, 119, 130-1

UK 2-3, 8, 46-8, 109-38

utilities 2, 46-8, 110-11, 129-33, 135-6, 173

valuations 115-19, 124-6, 138
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value-for-money examinations 118-19, 137-8,
222
voucher schemes 119, 130-1
windfall gains 114, 119, 129, 131-2
written-off debts 123—4
proactiveness benefits, quality of services 209-14
probity standards 41-3
procedures, inwards-looking focus 1-2, 7-8, 18-19,
188-227, 2304, 3634
Proceeds of Crime Act 2000 262
procurement routes 51-2, 62-4, 296-8, 349
defence projects 62—4
ROAMEEF policy formulation cycle 51-2
producer/consumer interests, public programmes
12-13, 21-2, 46-8, 187-227
productivity issues 26, 32-3, 36
professional associations, NAO 346-7
professional services, purchasing improvements 2968,
349
ProgM 285
Program Assessment Rating Tool (PART) 221-2
programme management
see also project management
broader delivery issues 304—10
bureaucratic failings 285-94
concepts 285-317
gold standard 310-2, 315-17
linked programmes 304-10, 317
organisational factors 308-10, 317
recommendations 290-317
risk management 13, 25-6, 37-43, 92, 100, 229-58,
300-1, 313-17, 376
skills considerations 295-298
successes 290-317
user needs 3014, 310-2
wider picture 307-10, 317
programmes, project contrasts 285
prohibition era, USA 260
project management
see also programme management
adaptability needs 298-9
broader delivery issues 304—10
bureaucratic failings 285-94
cheapest options 287, 290, 316-17
communications 290-9, 310-2
concepts 6, 9, 161-70, 285-317, 374
contracting frameworks 290-5, 311-2
disputes 295
divided managerial control 286-7, 290, 316—17
environmental factors 308, 317
exit strategies 295
gold standard 310-2, 315-17
leadership needs 299-300, 317
linked programmes 304-10, 317
organisational factors 308-10, 317
public sector auditing 290-317
recommendations 290-317
responsible leaders 299-300
risk management 13, 25-6, 37-43, 92, 100, 229-58,
300-1, 313-14, 376
skills considerations 295-298
specifications 287-90, 311-2, 317
successes 290-317
teams 286-317
testing/piloting failings 293—4, 311-2, 317
trust benefits 290-5, 310-4, 317
user needs 301-4, 310-2
value-for-money examinations 6, 9, 161-70, 374
wider picture 307-10, 317
project-selection considerations, PPP/PFI 143-7
projects, programme contrasts 285

proper conduct of public businesses, maintenance 42-3
proportionality principle, Better Regulation Task Force
181-6
propriety standards 41-2
Prospect Magazine 264
The Provision for Out-of-Hours care in England HC
1041 2005-2006 225, 288-9
PS see The Pension Service
PSAs see Public Service Agreements
psychology
positive psychology 99-108
risk management 246-8
separate methodologies for separate subjects 78-90
Public Accounts Committee 35
public administration 1-8, 11-36, 40-1, 62-5, 109-11,
187-9, 357-65
see also bureaucracies
historical background 2-3, 4-6, 40-1, 62-5, 109-10,
187-9
modern public administration 2-3, 357-65
modern structures 2
unitary/federal structures 2, 357
public choice, concepts 44-8
Public Finance 361
Public Finance Act 1989, New Zealand 54
public interest, public choice 45-8
public opinion 7, 332-3
Public Private Partnerships (PPPs)
4-pillars of success 118, 142-61
accounting treatments 1467
auditing considerations 142-7, 161-70
best bids 143, 149-54
bids 143, 147-54, 161-70
business cases 143, 161-70
changing circumstances 143, 1524, 161-70
competition issues 143, 147-54, 161-70
concepts 8, 51, 112-14, 118, 139-70, 360-2
core services 164
cost benefit analysis 51
costs 51, 143, 147-9, 165, 292-3
critique 114, 147-8, 161-70, 360-2
designing good practice 164-70
experiences 154-70
future considerations 161-70
good practices 1467, 153-70
IT failings 1667
lessons 160-1
longer-term issues 154-61
NAO findings 167
objectives 143-7
operational phase 154-70
performance management 150-70
post-implementation reviews 162, 168
preferred bidders 147-53
project-selection considerations 143-7
proper processes 147-9
rejected bids 153
relationship issues 164-70, 291-5, 306-7
results 154-70
risk assessments 1514, 160-1, 161-70
schematic ‘yes-no’ choices 144-5
skills issues 161-70
staff concerns 161, 164, 169, 360-2
successes 1424, 161-70
systems theory 160
terminations 162
time factors 147-9, 153, 165-6, 292-3
traps 360-2
types 140-2, 361-2
value-for-money examinations 1427,
152-70
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public programmes

see also bureaucracies; programme management

coaching/mentoring roles for auditors 1-2, 67, 73,
99-108, 347-56, 364-5

commitment needs 13, 25-6, 312-14, 315-16

costs 11-36, 287

critique 11-36, 365

describers approach 78-90

design failings 13

eclectic approach 78-90

experimentalist approach 78-90

externalities 13, 173—4

failures 12, 13, 17-18, 25-6, 3940, 42-3, 72-3,
1034, 194-9, 239, 286-90, 316-17

historical background 1415, 62-5

home purchases for lower-income buyers 85

IT projects 25-6, 72-3

meanings participants give to their roles 73, 90-9,
108

National Probation Service 12

outcomes 11-36, 3014, 310, 329-30

Paddington Health Campus 13, 358

post-war period 14, 29-30, 285-90, 343

producer/consumer interests 1213, 21-2, 46-8,
187-227

risk management 13, 25-6, 37-43, 92, 100, 229-58,
300-1, 313-14, 376

separate methodologies for separate subjects 67-72,
73-90

timescales 11-17, 36

types 11

vocational training 85

public sector

see also public-private provisions of services

agencies/NDPBs 11213

communications 191-4, 200-2, 227, 364-5

complexity problems 21, 23—4, 28-32, 190-6, 2401,
268-72, 349-56

consultants 18, 51-2, 100, 232-3, 296-8, 370-1

critique 6-9, 11-36, 42-3, 187-227, 229-58,
357-65

expectation gaps 187-8

fraud and corruption 1, 7, 9, 12, 19, 26-8, 42-3, 120,
259-87, 349-50, 356, 371

future prospects 363-5

GDP 16-17

historical background 2-3, 4-6, 40-1, 109-10, 187-9

Internet issues 200-2, 21314, 215-18, 270, 363—4

largeness factors 17-18

managers 11, 12, 15, 17-18

modern aims 2-3, 42-3

nationalised industries 2, 14, 46-8, 109-10, 134

the new public management 42-3

outsourced activities 112—13, 248-50, 291, 308-10,
360-2

pessimistic views 15-16

political ideologies 2-3, 14, 15-16, 109-10, 165

post-war period 14, 29-30, 109-10, 285-90, 343

private sector methods 142

private sector models 111-14, 139-42

privatisations 2-3, 8, 468, 109-38

resource statistics 16—17

restructuring efforts 8, 11, 16-17

risk attitudes 9, 229-58

technological developments 2-3, 8, 14-15, 19, 133,
138, 200, 215-17, 234-5, 254, 298-9, 319, 3634

public sector auditing

see also auditing

attribution problems 357-9

Better Regulation Task Force’s five principles 181-6
bureaucracy failings 34-6

citizens 222-7, 352

coaching/mentoring roles for auditors 1-2, 67, 73,
99-108, 347-56, 364-5

common law tradition 4-6

components 37-43

concepts 1-9, 34-6, 62-6, 67-108, 179-86, 310,
345-56, 357-65, 367-79

continuous improvements 6—7

critique 6-9, 34-6, 37-43, 62-6, 67-73, 107-8,
179-86, 222-7, 310, 345-56, 357-65

defensive attitudes 35, 3634

diagnostic and analytic techniques 5, 9, 58, 62-6,
359, 367-79

duties 37-8, 310

effective audits 1-2, 67-108, 347-56, 367-79

failures 7

fraud and corruption 262-87, 349-50, 356

future prospects 363-5

good practices 25-6, 74-7, 100-8, 310-2, 315-17,
367-79

historical background 4-6, 401, 62-5

identification problems 357-9

importance 1, 3-6, 179-86, 357-65

iterative processes 107-8

judgement problems 357-9

meanings participants give to their roles 73, 90-9,
108

organisational issues 9, 255-6, 345-56

performance measurement 32244, 358-9

potential benefits 6-7

project management 290-317

qualified opinions 38

quality of services 2227

regulations 176-86

roles 1-2, 37-43, 62-6, 67-108, 179-86, 310, 3424,
357-65

Roman law tradition 4-6

secondments 345-6, 355-6

separate methodologies for separate subjects 67-72,
73-90

study process 371-79

subject-choice considerations 367-70, 374-5

successes 1-2, 7, 67, 99-108, 310-7, 347-56,
365

teams 345-56, 370-3

traditions 4-6, 7-9, 34-6, 37-43, 100-1, 222, 310,
364-5

training 3734

traps 359-63

unpopularity factors 1, 67, 358-9

value-for-money examinations 1, 4, 5-6, 7, 8-9,
35-6, 43-4, 49-52, 56-66, 179-86, 347-56, 365,
367-79

public sector comparators 145-7
public servants

see also staff

barriers to change 202, 230-4, 298-9

behaviour considerations 7

commitment needs 13, 25-6, 244-8, 257-8,
315-16

criticisms 7

effective risk management 246-58

fraud and corruption 259-87

goodwill aspects 16

PPP/PFI concerns 161, 164, 169, 360-2

public choice 45-8

quality staff 16-17, 295-298, 319
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redundancies 42-3, 361

regulations 176-7
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routine duties 34
suggestion schemes 202, 214-15
Public Service Agreements (PSAs), UK 56, 68-70, 144,
327, 334-5, 338-9, 340
Public Trust Office 202
public-private provisions of services
see also Private Finance Initiative; privatisations;
Public Private Partnerships
concepts 111-38, 171-86, 230, 239, 248-50, 291-3,
298-9, 306-7, 360-2
regulations 47, 111-12, 113-14, 119, 120-2, 131-2,
133-8, 171-86
traps 360-2
types 111-14, 361-2
punishment considerations, crime 265-8
purchasing improvements, professional services 296-8,
349
Purchasing Professional Services HC 400 2000-2001
297-8, 349

qualified opinions 38
qualitative analysis 6, 71-3, 84-5, 328-9, 369-70,
380-3
see also methodologies
quality of services
see also citizens
accountability concepts 57-8, 67, 90, 926, 105-6,
181-6, 210, 221-2
auditing 222-7
barriers 188-9, 190-205
Canada’s GOL scheme 215-17
charters 205-22
client-centricity needs 216-17
communications 191-4, 200-2, 227
complaints 23, 24-5, 187-9, 202-5, 220-1,
227
complexity problems 21, 23-4, 28-32, 190-6,
268"
critique 3, 6, 8-9, 44, 58-66, 133, 161-70, 187-227,
377
diverse needs 601, 84-5, 190, 199-200, 210-13, 227
effectiveness concepts 6, 8-9, 44
form-completion difficulties 234, 191-6
ideal services 188
improvement methods 189, 205-22
incentives to innovate 33, 202, 214-15, 227
influences 188-227
information provisions 29-30, 200-2, 204-5
informed choices 217-18, 320-21, 360-2
innovations 33, 190, 202, 210, 214-15, 227
Internet issues 200-2, 213-14, 215-18, 270-1, 3634
learning from mistakes 25-8, 72-3, 103-4, 107-8,
1601, 190, 194-9, 226-7, 2401, 2524, 276,
290, 315
marketing techniques 209-22
NAO reports 222-6
piecemeal changes 190—4
pre-populated forms 221
privatisations 133, 222
proactiveness benefits 209-14
public sector auditing 2227
redress arrangements 190, 202-5
retail sector 209-11, 214-15, 227, 360-1
suggestion schemes 202, 214-15
technological developments 2-3, 8, 14-15, 19, 133,
138, 200, 215-21, 234-5, 254, 298-9, 314-17,
3634
transparency issues 42, 66, 67, 1201, 174-6, 181-6,
210,221-2
unresponsive services 190-6
value-for-money examinations 223-6

whole-of-government approaches 216-17
word-of-mouth considerations 213
quality thresholds, value-for-money examinations
371-9
quantitative analysis 6, 71-3, 84-5, 328-9, 369-70,
380~
see also methodologies
quasi-experimental approach, separate methodologies
for separate subjects 78-90
Quest, Peter 96-7
questionnaires 381

Radiocommunication Agency 140
Railtrack Group plc 1234, 130, 132-3
railways 2, 59, 123-6, 130, 132-3, 361
RAND Europe 371
rationale stage, ROAMEEF policy formulation cycle
49-52, 144-5
Rayner, Paul 285
Rayner, Sir Derek 15
re-engineering opportunities, technological
developments 215-21
re-financing controversies, PFI deals 158-61, 165-6
receipts, traditional auditing 37, 39-40
recruitment
NAO staff 346, 355-6
public servants 16-17, 346, 355-6
redress arrangements, citizens 190, 202-5
Reducing Brain Damage: faster access to better stroke
care HC 452 2005-2006 59-60, 82—4
redundancies, public servants 42-3, 361
reforms 8, 11, 16-17
regulations 3, 8, 18-19, 31-2, 47, 111-12, 113-14, 119,
120-2, 131-2, 133-8, 171, 183-5, 190-4, 2304,
277-78
see also rules
accountability principle 181-6
accounting standards 184-5
addictive qualities 183-5
Better Regulation Task Force 177-8, 179, 181-6
breaking the rules 182-3
closed-markets concerns 174-6
competition concerns 174-6
complexity problems 1904
consistency principle 181-6
cost benefit analysis 50-1
costs 501, 176-86
crisis-response reasons 175-6, 232-3
critique 3, 8, 18-19, 31-2, 37-43, 171-86, 1904,
230-4
definition 175
EU directives 174
externalities concerns 173—4
flags 179-80
fraud and corruption 277-78
growth factors 171-86
historical background 176
impact assessments 31, 181-2
interpretation problems 176-7
market-failure concerns 173—4
market-power concerns 172-6
military analogy 177
needs 171-6, 183-5, 194, 230-4, 277-78
Netherlands 177-9
price-fixing concerns 174
privatisations 47, 111-12, 113-14, 119, 120-2,
131-2, 133-8, 171-6
proportionality principle 181-6
public sector auditing 176-86
public-to-private monopolies 171-6
reducing-costs measures 178-83
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Regulatory Impact Assessments 31, 181-2
risk attitudes 172-86, 194, 2304
social issues 171-2
Standard Cost Model 178-9
targeting principle 181-6
transaction costs 8
transparency principle 181-6
UK regulators 173, 2304
value-for-money examinations 176-86
vested interests 180-1
weeds analogy 171-2
wordiness 174
zero-tolerance affects 181
Regulatory Impact Assessments (RIAs), UK 31,
181-2
regulatory risks 152-3, 2304
rejected bids, PPP/PFI 153

relationship issues 164-70, 291-5, 306-7, 310-4, 3634
reliable information, effective risk management 2524,

257

religions, meaning of words 92
remuneration levels, staff 259-60
repeated changes, complexity problems 190—4
repeated information-requests, telephone usage 2201
reports

NAO 59-60, 222-6, 346-56

performance issues 33944

value-for-money examinations 380
reputation risk management 243
resource statistics, public sector 16-17
responsibilities

effective risk management 244-58

project/programme management 299-300, 317
restructuring efforts 8, 11, 16-17

retail sector, customer needs 99, 209-11, 214-15, 227,

return on capital employed (ROCE), privatisations 133

Reuters 247

RIAs see Regulatory Impact Assessments

‘right to roam’ 290

rigour principle, value-for-money examinations 57-8

risk aversion 9, 67, 229-58

risk ignorance
agency interdependencies 234, 240-1, 248-50
asymmetrical information 234, 238-9
bureaucracies 9, 2304
critique 9, 229-58
human behaviour 234, 235-8, 255
media impacts 234, 242
PPP/PFI 151-4, 159-61, 161-70, 239, 257
‘Risk Management of Everything’ 234, 2424
technological developments 234-5

risk management
blame cultures 243, 256-8, 313-14
box-ticking exercises 2424
commitment benefits 244-8, 257-8, 315-16
common risks 244-5, 250-2, 256-8
communications 2504, 256-8, 313-14
concepts 229-58, 3001, 313-14, 364-5
contingency plans 26, 240-1, 244-5, 256-8
critique 9, 13, 25-6, 37-43, 92, 100, 162, 172-86,

229-58, 3001, 313-14, 364-5, 374, 376

definition 229

delivery-chain synergy benefits 244-5, 248-50, 257

effective risk management 244-58
explicit risk management 244-58
fitness-for-purpose assessments 255-8
informal risk management 2448
information-quality benefits 244, 257
intelligent risk management 244-58

‘live the risks’ 255-8

meaning of words 92

NAO risk management fitness-for-purpose
assessments 255-8

objectives-linking benefits 2468, 256-8

overreactions 2524

process issues 244-58
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public programmes 13, 25-6, 3743, 92, 100,
229-58, 300-1, 313-14, 376

regulatory needs 172-86

reputation risk management 243
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scrutiny-and-challenge benefits 244-5, 254-5, 257-8

sharing-information benefits 248-54, 313—-14
staff 246-58

systematic aims 244-58

workshops 249-50

‘Risk Management of Everything’, risk ignorance 234,

242-4
risk registers 246-58
risks
concepts 151-3, 172-86, 194, 229-58, 298-5,
364-5
fraud and corruption 259-87
PPP/PFI 1514, 159-60, 161-70, 239, 257
regulatory needs 172-86, 194
successes 2314
types 151-3, 229-58, 364
uncertainties 229, 242-3, 255-8
value-for-money examinations 49-52, 371-2
Road to Serfdom (Von Hayek) 110
ROAMEEF cycle, policy formulation 48-50, 144-5
Roberts, Simon 96-7
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