PARTICIPATORY DESIGN FOR DEMOCRACY AND WELLBEING: NARROWING THE
GAP BETWEEN SERVICE OUTCOMES AND PERCEIVED NEEDS

ABSTRACT

The research is funded by an Australian ResearchinglloLinkage Project with the South Australian
Department of Health, Flinders University, Univeysif South Australia and Neporendi Forum Inc, d&oAginal
NGO and in partnership with Anglicare. The multaiidinary research ensures that the service usgettier with
the providers design what works, why and how onbidigis of their perceptions of successful outcotihashave
achieved wellbeing. This paper explains how nareatitold by Aboriginal service users and Aborigisatvice
providers on what works, why and how provide thsidbdor redesigning the approach to complex inkateel
problems associated with unemployment, alcohol, eftim violence and homelessness. Co-researchédresad
how the service users strive to achieve wellbemgerms of their lived experiences and is thusnfare than
information management.

1. INTRODUCTION: USER CENTRIC DESIGN FOR WELLBEING

Wellbeing can be defined as social, cultural , tmwali , economic and environmental sustainabilityis a
systemic approach (Mclintyre-Mills 2006c). The Paltfiealth Advisory Committee, New Zealand, 2007¢sdes
that wellbeing is an idea whose time has com&his research develops and tests out a means totakd health
impact assessment in a systemic manner with lodadriginal participants who are to be affected hg t
consequences of decisions.

2. RESEARCH BACKGROUND

The research aims to design and test out a prétaissould achieve a better match between servitsomes and
perceived needs, based on the expertise of thesersers.

The SA Aboriginal community initiated the reseamtd are the co-owners of the research processtand i
outcomes. Neporendi is representative of the is@s] by Indigenous communities in other area&usitralia,
such as: high levels of health-related issues, plament, homelessness, family violence and redecedation
opportunities. The effects of family violence ar&l@vranging, for instance: the criminalization b&toffenders
has financial, physical and psychological consegegror the women, children and men involved. $pahas
intergenerational consequences. Social inclusiomdiessness, unemployment, gambling, family viageand
drug misuse are facets of a complex, interrelatetlpm that requires a coordinated governance respacross
departments in the public, private and non-govemntnsectors. However, current compartmentalizedkth@nin
respect of some aspects of human services hasol@istiplinary specializations. Service provideesd to



develop the capacity to work across disciplines tanghderstand better the nature of “joined up’iaqgaroblems

as they relate to social well-being and governaf®se Ogawa 2000, Davies and Kelly, 1993; Ackoff and
Pourdehnad, 2001; Duhl, 2002; Gaventa, 2001). iBhiwot merely a change to policy and practice, duatove
away from the perception and definition of issueséparate compartments.

STATEMENT OF THE PROBLEM

The rationale for the research is twofold:

» Firstly, complex problems need to be addressed dgns of responsive and participatory policy proeg#sat
are implemented by interagency responses.

« Secondly, interagency responses are difficult toaga effectively and need to be accountable tptineipals
they serve and to the other agents with whom te#iglmorate (Gath. 2005).

RESEARCH APPROACH

The research is systemic in that the users telptbeiders what works, why and how and they desidpetter
way of doing things, thereby contributing to papatory democracy (Mclntyre —Mills 2003, 2004, 2a0%).
Complexity can be understood in stories and pistaed they form the basis for trying to model cawrpl
responses to needs. It is profoundly sad to tedtaay and then not to receive a response. The yhebr
sociocybernetics (Beer 1974) stresses that undeligta non linear relationships is a first step wveloping
policy responses. The purpose of this research éxplore the relationships more deeply with servisers and
housing providers in the public and private sectorsrder to build trust and mutual understandimgnhance the
policy performance match between agents and paiiyvarren, 1999, Uslaner 1999). A design for ingalvas
created by Aboriginadervice usersand the Health Departmesgrvice providers many of whom are Aboriginal.
The holistic approach is in line with Aboriginal derstandings of health and wellbeing. The integratf
services, and consumer and community participagi@ key platforms of the South Australian Governtsen
“First Steps Forward” plan (arising from the Getiersal Health Review)

The stepsfor undertaking the research are as follows:

1. Invitation to do action research with Neporendibasis of previous research.

2. Establishing rapport through participatory actiesgarch project on domestic violence funded threugimall
grant from Community Benefit SA and participaticnaavolunteer

3. Listening actively to narratives and not judgingpaissing judgmental comments. Narrative enablepl@do
explore and reflect and make meaning

4. |dentification of the area of concern with the mipants and the formation of a partnership thaitt mn
previous research in South Australia and Centraitralia with Aboriginal Australians.

! The team comprises researchers from Flinders sityeand University of South Australia, SA Depaeim of Health and Aboriginal
NGO Aboriginal Forum Inc.
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An ethics approval process that involved all theén organizations and the Aboriginal elders.

Developing relationships and trust based on pastk,wourrent continuity and availability and future

commitment Narratives and response to 5 conversgiompts/questions collected from service usets an

providers which explored the problems.

7. Data collection from observation, listening to @éirres. Analysis of rich pictures from participants

8. Creating personal meaning maps through drawingsysfems maps .

9. Creating shared group maps and identifying arglestyn an iterative approach using PAR

10.Participants are encouraged to identify patternghiemselves and to learn from their experiences.

11.Testing the patterns of response by asking whélleeusers agree with them

12.Enabling comparison between their story and théc&ypstories from which they select on the basis of
choosing the cluster of core factors that chareseteparticular narratives.

13.Construction of soft systems maps, coding and aimaythe narratives and descriptions, giving weigig to
the number of times items were mentioned.

14.Developing a proforma for the design of a knowlellgse, based on the emergent themes

15.Testing the design by using a walk through baseduestions and ticking off factors from a magated by
all the participants

16.Self selection of factors from the NVivo “ factorap” of core building blocks will help to identifyhich

archetype they are closest to. Personalising ttterfanap by adding factors by placing the new faasclose

as possible to existing factors and describingnie factor. Conditional scenarios will enable mdpants to

assess the implications for making changes in tiveis.

o0

Problems were mapped as tasks and processes tad”,"ithaw” and “so what will be the benefit and to
whom?” questions. Soft systems thinking focusesasks, processes and the rationale for the wayin& &bout
problems. Soft systems refer to the “why” questiongationale for thinking and practice. The usearfversation,
art and cooking was thought to be useful as a meaaseate opportunities to work with participahisbuilding
on activities that families identified as enjoyahlesigning and developinga system of healing pathways or
tracks based on the experiences of those who Heaaed their wisdom in a workshop with participafrtsm
Neporendi. The healing pathway is a generic forcattent and future service users. The system coelld the
users to test out ideas with service providersrideoto find the best match of services to meeir theeds and
expectations.

According to Roddick (ARC application 2004): “IT roputing has rarely, if ever, been applied succdgsiu
perceptions”, because it has not been responsiaeaage of systemic dimensions and most impoxtantvalues
and emotions. Cornelius (1996: 138) stresses teayhting emotions has not really worked effectiyehat is
because it depends on who does the weighting amehat context. Our approach is not to model andlipte
universal outcomes, but merely to provide a degisimking tool that responds and learns from bo#rsuand
providers perceptions (and weighting, see the atiperBut ultimately it is the service user who Mihake the
decision based on what a service provider suggetim a specific context. Our approach is to camsta system
together with our partner organizations using eginaphic narrative, systemic conversation and mappéatbally
through storying or picturing that:

» Provides options, rather than single recommendstion
» Learns from successes,
e Is user-friendly.



Narratives are the means by which we make sensmioExperiences. Our identities are shaped by many
factors age, gender, level of education culturdrdmute to our life chances and how we see oursedwel are seen
by others. By our relationships with others are atmportant. By enabling service users to thinkuwktheir
thinking through telling narratives about how thpgyceive the factors that support or underminebeéig

The following questions were developed with boamimers, a female community worker employed by the
organization and were checked by both male andlé&eiders, prior to the research:

Socio-demographic details

¢ Name
* Age [asked at the end of the interview]
e Gender

» Schooling /qualifications [asked at the end ofititerview]

* Type of employment [asked at the end of the ineavyi

* What does well-being mean to you? [This is askethab the informant can talk discursively about
health in a broad manner]

Please give some examples of times in the lastwiegk, year or recent past when you have not bedin w

Have you/your family/members of your network [sfie@ind make sure that people are given the optign t

be vague about whether they are talking about tekmes, their extended family — because it can shame

people and it is culturally impolite to be too ditiexperienced any of the following in the lasydaeek

or year/recent past?:

What services/interventions did you access? WhyatWimas your experience? [the question is |not

designed to address only traditional health sesvitgormants regards employment, education, sujweor

family and friends- life style and spirituality acdlture as important]

What worked? What are the best stories of sucdessfuventions? Why? How?

What interventions did not work and why?

What can you teach the service providers so tlegtthn provide a better service outcome?

Please draw a picture with me of what makes youvie# and unwell and give suggestions how to make

the situation better. [Rich picturing techniqueised]

At the Council of Australian Government’'s meetid® Feb. 2006) policy emphasized promotion of weatihe
through health, education and employment along wittmotion of mental health. Wellbeing is an isfoeall
Australians, but Aboriginal Australians are argyathisadvantaged. Chesterman and Galligan (1997pexthe
notion of “citizens without rights” and consider @ther other forms of democracy and governance ddress life
chances. Better processes to ensure social inolasid participatory democracy could address welthenore
effectively. These issues of accounting and acetuility have been raised by Indigenous thinkersrimtionally
(Gallhofer, S. and Chew, A., 2000).

User centric design is based on telling narratiaed exploring perceived ontologies. The next sgepoi
analyze the discourses for patterns (ChristakisBangsch 2006 and Van Gigch 1991, 2003 on meta tirnglel
Making sense of perceptions is through identifmatf patterns and making meaning/sense of therpatbased
on weighting the choices. The number of times paldr themes were raised or particular serviceagsimade
equals a weighting. Having established that thdlethge of addressing complex health, housing, altodated
problems, we decided to establish the interrelatel of factors that support well being what workéy and
how.
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Typical narratives were developed on the basiow# €actors identified by means of mind ntfafBecause the
stories were gathered over many years, it was lgesth map out movement and variation in the stooé
women. The notion of being and becoming (Deleuz: @nattari in Bogue 1989) is explored as it is @b
transformation and emergence (Atkinson (2002).

The focus of the conversations was on what makepleavell and how things could be done betf€he idea
of enabling people to become designers of intetorsatdeveloped through a series of conversatiomasrange of
contexts with service users and providers. In tleswersations the importance of relationships steesssed as a
means to explore options with service users. Hgatina form of two —way learning. To engage in tinecess
requires respect, hope, trust and a sense of agéhisyrequires relationship building. Our hope wasto create
a computer program to replace the process of Imgjldi relationship with a carer, but to enable servisers to
explore their own lives, by drawing on the wisdofn revious participants and then to add their @tories of
what works why and how.

Complex, rich stories reveal patterns, but theyraeeely guidelines for people to make their owrhpatys,
with the guidance of a service provider or commudgvelopment facilitator who will listen activedynd support
the service user to achieve the combination ofisesvand interventions needed for their uniqueuaistances.
Rich organic metaphors were suggested by the dasigorganic analogies

® The research was based on narratives collectedmeee than three years of participatory actioreaesh, during which stories were
updated by participants who were part of the ex¢dnbleporendi network in the Southern Region of A, South Australia.
Mentoring and support by Aboriginal men and womeaswore to the research which was about buildingestablishing rapport and
trust. As time past layers of story were sharedsvkengaged in extended participatory action retear

4| was very mindful that the conversation be pleased engaging. Issues were raised easily beqmegBe were not asked to talk about
themselves but about others made conversationsream less intrusive. The following questions wageeloped with board members,
a community worker employed by the organization wede checked by a woman'’s group and an eldergpggior to the research:



Healing through art and weaving draws togetherstinends of experience Yarning and respectful lintgn
helps to make sense of experience (Wisdom of theigimal elders and artist, Anna Willaby).

A participatory action research approach enableScimnts to tell narratives and engage in corat@ras
leading to the design of a proforma by an inforcgprogrammer to map the relationships acrosshtagaThe
evaluation of the project will discuss the extemtwhich their awareness of their own circumstangiksbe
expanded through doing so-called ‘mental walk thi®) along the ‘dreaming paths’.

Each of the 5(articipant service userhave contributed to the design of the knowledgeelthrough their
initial research conversations and the use of acgamalogies(see Mclintyre-Mills 2007). The analagyhealing
through weaving together strands of experiencerigral and powerfully resonant to the Narranjirirnen, as are
the analogies of pathways in the landscape o#lif@ branches in the tree of life.The next stepguwediscuss the
mapping with the co-designers and to test outdbas in a pilot study with the service provideragoertain if the
system enabled better outcomes to be achieved as the users are concerned.

Each of the 50 participaservice providerdiave contributed to the design of the knowledgelihrough their
research conversations.

The first phase of the conversations revealeddhewing themes as factors to be considered imggrated
approach to complex problems : escaping violencbaar situation, finding safe housing, mental heattial
inclusion, education, employment, poverty, depogssgambling, alcohol and other drugs, violen@gism,
diabetes , renal dialysis , death , mourning amgydmsiness, moving around and travel associatddwsiting or
leaving a bad situation, sense of connection athohbang. “Dropping the ball” or being unable to eos the
result when too many issues need to be juggled.

The survivors against the odds stressed that adfidsictorstogethermade it possible for them to achieve
transformation in their lives. Success storiesshtie potential to lead to simplifications or beeonothing more
than motivational story telling unless other sterian a range of life chances. The next step evdg\telop a



7

proforma for the design of a knowledge base, basethe emergent themes to address soldtioe tested the

design by using a walk through of a computer mogbased on questions and ticking off factors feomap

created by all the participants.

Participants were asked to self select factors ftoenNVivo “factor map” of core building blocks Whelp to
identify which archetype they are closest to. Pealising the factor map by adding factors by plgdihe new
factor as close as possible to existing factorsdmstribing the new factor. It is anticipated twhen the process
is tested the service users will give their periogst of what works why and how and then the inté&ragrocess
will enable better matches, thus enhancing “cogmitapability , namely perceiving, imagining anéhking
(Nussbaum 1995 : 77).

Service users were encouraged to:

1. identify with a) typical stories by comparing theiwn lives with the typical stories, by selectitg factors
that characterize the story and identifying thedecthat make their own story unique. These netofa are
added to the map.b) factors that are relevantaeir tlves. If they mention a factor that is not et will be
added by positioning the new factor next to theesb factor already mapped.

2. explore the scenario of ‘what if | were to make @mall change in my life? What would the implicas be
for my life?

« identify the turning points and the barriers andcdss how the patterns in their own lives are aimilr
different.

« consider the impact that taking a step in a diffeddrection will have on their lives.

This process could help people to realize that #reynot alone and that their private trouble terofa public
issue that is shared by others who have helpedchasing their stories for the benefit of others. I€iwe and
violation are public issues that can be addresgazhhbling people to make a choice to move intmeermpositive
way of life through action learning from othersdd/experience.

HEALING PATHWAYS AND CONTEXTUAL MATCHES

Conversations lead to my being shown artwork teptasented in both abstract and associational tdamdife is
about making a journey, personal growth, beingeddn culture and reaching out to others. Choicesreade on
the basis of learning from experience. The valuthisf project is that the learned experiences eashared with
one another. Based on an analysis of the databeied for service users can be described in terfnthe
following 6 typologies that will be used as typisaknarios in our computer program:

1. ‘Being employedand ‘able to help others’, because their ‘liftnidalance’

2. '‘Rebuilding’

3. ‘Making a transition’by using a combination of services

4. ‘Keeping it together’ after leaving a violent sitieen and trying to control drug and alcohol misuseise
cigarettes extensively

‘Making the break’ fronan unsatisfactory way of life

. ‘Not coping’ and unable to leave or repeatedly returning tmkent situation.

o o



Instead of using a flat continuum from 1-6, we nilede a series of overlapping spirals spanning iskio)
integrated service delivery to fragmented and cotmpentalised delivery of services as options withny
variants in between (See Downes 2006: 36). Thoseash most in need require the most integratedcs=nand
the most participation in decision making. Thoseahe least in need require the least integratedcss and are
able to draw together services for themselves ahdsafacilitators for others, volunteers in sesuvilelivery or act
as service providers for others.The challenge imap the turning points for the a) better or b) seothat lead to
changes in life and to c) identify the barrieratiirthe point of view of both service providers aséns.
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Figure -2.Healing Pathways in Mclintyre-Mills et al 200872

The data organised within the proformas highlightesl themes and the relationships between thenur@-it).
Further analysis and organization into an ontolo§yssues will fully describe these themes and jp®wthe
structure for discovering “pathways” for the indiuial( Figure 2,3) .



Related to

Figure 3. Graphical structure of issues and tmgarirelationships (De Vries in Mcintyre-Mills dt2006: 295)

The interface will be designed as detailed in Feglibelow:
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Figure 4: Activity diagram for Pathway Creation (Bges, 2006 in Mcintyre-Mills et al 2006 :297)

These patterns are drawn from analysing the stofia®@men and men. Wellbeing can be seen as aifumat the
following, as detailed in Figure 5:
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Figure 5: Map for the proforma

Combinations of 5 axial factors appear importarhit stage of the analysis:
+ Home safety(and being free of violence)
» Health (physical and mental health — appearance , energy)

« Purpose (Formal Employment or preparation for employmentof@ssion employment/CDEP / training

/education)
» Connection/belonging( people and place), volunteering, community lestdip and cultural spirituality

« Self respect and confidencefeeling good about oneself which is linked witkirty able to access services,

work, study, maintain a stable home for children.

The inference from the analysis of the data sasféinat by providing a combination of safe housimgeting

basic physical needs then accessing educatioermpbtbyment become possible.



To overcome barriers in accessing services, iitel that service providers in mainstream and #igec
services are welcoming to ensure that the confiel@ficervice users is built. The role played blstio or (one —
stop shop outreach) is important in this context agables rapport and relationships to be fornddsb a quickly
negotiated pathway to ensure that the above meti@xial themes are addressed effectively andiaftiy
would enable better outcomes.

Once a preliminary analysis of the data was unkienta series of iterative workshops were held foge the
map of factors with the participants using thedwiing answer sheet:

How does the bubble help other aspects of life?
How does the bubble hinder other aspects of life?
How important is the bubble ? (use scale like oneelow)

wnh e

not at all a bit doesn’t matter quite important _very important

4 If | solve this problem or have this asset first, des it make solving other problems easier?
5. Do these things always happen together? Or one aftanother?

6. How do I achieve it?

7 How do | avoid it?

8 Where can | get help for it?

9.  Who can | help and how, if they need this or havehts problem?

10. Is it sometimes good and sometimes bad — in whatwgitions?

11. Are there other names/terms for the same thing?

12. What can stop me from (or make it really hard) geting/achieving it?

13. Are there conditions | have to meet to achieve/géf (Such as age, sex, children, income, employmegic)
14. s this a smaller or larger part of another issue®like Physical Health is parent of diabetes)
15. If one thing happens, does another thing usually flmw? Both good and bad.

TASK
Please look at the drawing of the factors thdtierfce wellbeing
Please write under theadings and draw your own pathways
Add issues/needs/solutions as you discuss ankl aout things.
You can work as a group or alone — people cans#oo
Add as many more questions/descriptions as thaytamt.
Add balloons/ bubbles as well, if you want to.
Figure 6: Second Proforma for Data Acquisition {&es 2006)

It is clear that question 3, asking for lineaspense is a reflection of the construction mad®éwries, but all
the informants considered each of the factorslguaportant. But when informants were asked tib select the
most important factors in their lives they clusteazound health, housing, employment, educatiaust aind good
relationships. All these factors are systemicalikeéd. It was vital for the informants to stresistsystemic
weblike approach and to remind the informatics eegi that core factors are interlinked to proviue $ystemic
base for wellbeing.
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51 Outcomes for the service users

The first Nvivo maps were developed iteratively ftiscussion with the male and female service users

Aboriginal service providers who formed part of theference group and later with a wider group oh no

Aboriginal commentators at a workshop hosted byritAice and Morgan with co-researchers and correstiogre

made, for example:

« the 'ASK' factor refers to an employment agermuy thus needs to be located next to the employamaricy
bubble. It is a synonym.

« Gambling is an addiction and thus needs to be glalse to the bubble named 'addiction’.

» The factors covering employment ‘paid’ and ‘unpadgoiid work experience need to be nearer or linked as
parent bubbles with ASK , employment agencies ,dxapdi

« Having employment and budgeting are also closetyeoted - too far apart in the NVivo map.

The aim is to find the shortest pathway approadictoeving wellbeing outcomes. But the pathwagstased on
the perceived lived experiences of the servicesuseto what constitutes a successful , integ@tembmes.



5.2 Pattern recognition and meaning making

Context is all important to the design as the gaioas expressed are based on specific experiavitel will be
developed into conditional scenarios to guide actio
The computer program will be updated as differesatrsi contribute and this will be achieved by positig the
factors (that the service users perceive to be litapt) as synonyms in response to contextual sicenawe will
test the program to establish if it enables :
» Greater self knowledge and learning from others
« Better decisions, based on pattern recognitiont dbald also help to make sense of the traumdasses they
have experienced
« Participating in an active, constructive way isidaing alternatives.

Being ‘shamed’ by service providers was discussedbaing one of the greatest barriers (on this see
Atkinson,2002) to healing as it creates a senséctiim hood and leads to mistrust. See the diagralow which
was drawn whilst telling a narrative about how gperceived relationships with service providdrsthe diagram
below the story teller explained that she was ntadefeel small” and to “ feel shamed” in the wéhetservice
providers communicated, because they do not conmatmrespectfully in the way that women communidate
groups where they sit in a circle and each persmorribution is listened to carefully and valuédhe dynamics
make you feel disrespected, it undermines oppditsio build connections and pathways to wellbeing

® These suggestions are however, only meant to glddisions made by service users together witlnécseprovider , who could sit side
by side and use the computer program to help ifiyentihich narratives resonate with their own expecdes and explore the choices
made by others and then to consider their own plessésponses that could be added to the prograneash service user works with
the program they will add items that they perceéivbe valuable for the ‘in baskets’, items thatchezbe discarded. They will identify
the turning points they have experienced for tle¢telo and the worse and the barriers (De Crespgay2002) they have experienced.

" The legacy of racism, loss of land and generatiminsocial exclusion provide the lens through \Whige service users view their life
chances and evaluate the services. Poverty arck afaesources, combined with a lack of self resjpssociated with violence, abuse
and alcohol misuse are part of the systemicallgelihweb of problems. This is why a sociocybersetipproach is needed to explore
the complex, recursive interrelationships so thath of interventions can be provided.
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The data show multiple non linear relationshipossr

« Domestic violence, a lack of confidence , socialesion and the use of alcohol and other drugs.

« Lack of confidence (and prior experiences as chiliiteads to women accepting DV or putting up \itith
for the sake of their own children.

* The value of women leaving a violent home basefastastep towards achieving wellbeing

« Socio-economic disadvantage causes discriminati@egéessing rental housing.

« A sense of security provided by a home base frdwicinto get a job, training or education.

« A safe home, a sense of connection with a supmovtider community supports stable relationships.

OUTCOMES FOR THE SERVICE PROVIDERS

More effective matches of services to perceivedinee

Better able to combine services to meet compledsee

This has implications for governance — people atrédteiving end of the decision can test out ideasso this
makes the rhetoric of subsidiarity a reality — gémddemocracy and for science.

It provides a generic tool for governance and hgdications for e-governance.



The resulting ‘flow-on’ effects of adopting an tstic and systemic approach (Roche & McDonald, 2064)
promoting intergenerational health and well-beirillf &) achieve better role modeling across menwaochen of
all age groups and b) lead to greater control tifeechances.

In this research dialectical considerations aréstss by drawing on and adapting Senge’s (1990 1988k
on typical patterns of feedback to inform a) wafyfieman knowing and b) to assist in understandittepns of
complex, wicked problems that need to be addrebgetheans of governance policy that takes into aticou
perceived valueghat shape decisions and outcomes:

1. '‘Reinforcing’ policy loop, for example: a) Cuttirntpe time allowed for sole parents to stay at hom®ok

after children leads to greater use of the paynfi@nhaving children as a means to address the ipecte

problem of leaving children and going to work. @héin are thought to be at risk and women can hasege
of reasons such as lack of confidence — for notitgatheir domestic lives. b) Cutting funding foulgic
subsidies for dentistry leads to increased useaof pelief and reinforces the likelihood that theopest will
have little confidence to seek employment and efituta opportunities, because of lack of confideoaased
by a legacy of social exclusion and racism thatiltesn little confidence to access private remarkets, for
fear of “ being shamed”. The sense of being @it a cause and an effect of social exclusionraets to

be addressed through enabling people to understhgdhey feel the way they do and to consider hbig i

impacting on their lives in a negative way. A womeno could not face the officials at the Court wiste

went to fill out a form to pay her fine, went awalgnowing that she would be in even more troublet €he
said that she just could not face being humilidtedause she felt powerless and unable to commanigtt
the officials.

‘Balancing loop’, for example: increasing fundirmgervice delivers will be balanced out by unfrigretaff.

3. 'Fixes that backfire’, for example: cutting costswelfare by reducing spending on welfare leadhkigher
spending on crime control and an increased sdrsmcial exclusion and alienation.

4. ‘Limits to growth’, for example the more emphasis aontrolling expenditure the higher the savingisen a
leveling off of the benefits of cutting service lpéits.

5. ‘Shifting the burden’, for example cutting the coé one department by shifting the costs elsewHezss
funds for dentistry leads to greater use of alcaimal other drugs.

6. ‘Tragedy of the commons’, for example: increasihg pressure on organizations to be more produatieke
efficient and abandoning idealism of the public dyjdeads to all the organizations becoming competitind
less co-operative, which impacts on the effectigsr@ services and the common good(see Palumb8eott
in du Gay 2005).

7. ‘Accidental adversaries’, for example: two welfamganizations in competition for scarce fundingle#o less
co-operation and emphasis on the wellbeing of éneéice users.

o

CONCLUSION

The findings to date:

« Demonstrate the importance of linking service usersand providers and the role that ongoing
communication can play in shaping policy. As Araargued, being involved in dialogue on policytteis
and applying the dialectical process in one’s comityts one of the ways to ensure a fulfilling lif@hich he
called eudaimonia, on this see Nicomachean Ethiwgin( 1985) and Christakis and Bausch 2006 on
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‘demosophia’, or the ‘wisdom of the people’ foropiding ‘the requisite variety’ to test out ideas lbow to
address complex problems).

e Support the idea that wellbeing is ‘what is valued'and necessarily includes basic needs of safetisihg,
employment/ education or training. Empoweritigdigenous organisationsto achieve wellbeing for
Indigenous people is a step in this direction (RoW®E03), but that these steps are insufficientclueae
wellbeing for self determination, unless Indigenpasple have political and economic opportunities tesult
in their becoming citizens with rights respectedhim the wider communityCultural inclusion needs to be
supported by democratic structures and processdsee Elias and Lichterman 2003).

New approaches to communication within and acraogardzations to support good governance requires

working with many variables and considering notrehe linear cause and effect but instead considerin
communication feedback loops(See Christakis ands&a2006, Mcintyre-Mills et al 2006a,b and Van Gigc
with Mcintyre Mills 2006).

Compartmentalised thinking and practice Systemic Thinking and Practice
« Simple, categories of options e Complex, overlapping domains
» Discrete variables » Working with social, cultural, political, economand

environmental variables

» Linear relations cause and effect — based ¢ Multiple feedback loops guide selection of options
on diagnosis
» Space and time are separate and fixed » Space and time are relative and relational

» Experts understand the problem » Ability to appreciate the different ways in which
problems are constructed
e Analyze information in asystematic, * Generate systemic solutions though ongoing testing
linear manner » Dialectical consideration of one argument, another
» Decisions framed by experts and achieving synthesis
» Decisions informed by the requisite variety of sggv
users

By enabling and analyzing the patterns and findiufigit the factors are that support change and thetsmthat

prevent change the service users could be ableirik bout how closely their own lives match th&edent

domains and what they can do to make changes.eBearch on knowledge management processes could:

« Enable policy making and data management in contelRere large amounts of data need to be heldnd oi
inform decisions.

» Establish cross boundary work — both conceptual spatial, between service users and service pnsyide
which is greatly needed for regional and transomaiii policy making (Mclntyre, 2005, Mclntyre-Mil2006c).

« Give insights into more inclusive approaches togyalesign (Mcintyre-Mills 2003, 2006) and provildssons
for the way we think about or frame wellbeing, pglimaking and governance (Colebatch 2006, Mcintyre-
Mills et al 2007 in press).



« Address the practicalities of taking small scalenderatic deliberations and scaling up the processguan
adapted form of communities of practice (Wenger89® enable multilevel governance across cultural
boundaries (on this see Bausch 2006, ChristakisBangsch 2006; Fukuyama 2006; Langford and Edwards
2002; Mclintyre-Mills et al 2006 a, Van Gigch and Intyre-Mills 2006; Pierre and Peters 2000: 67,2092
Peters, 200%)

Definitions that are owned and that reflect thecpited needs have “radiance” (Churchman, 1971, ,1979
1982) and power to transform. Radiance is the wiffee between ideas that flow from a sense of iigiefatnd
shared meaning) to ideas that are imposed (Mchkitlils 2003 a, b). “Human systems are differenticcording
to Vickers (1983) and instead of matter, we hawasatructure and processes that need to be haetbthrough
respectful communication that can create meanidgesonance that builds trust. To sum up our figslito date:
wellbeing is dynamic and inter-relational. The nhitig process is thus all important to public polityaking
processes and to governance to ensure that itriedtaout effectively (Peters 2001). This reseaddes not
vulgarize (See Bateson (Buddemi 2006: 72the notion of wellbeing as any fixed set of varilit is a state of
mind, a relational value within a specific time gpldce. Wellbeing is a valuation of multidimensibaariables
(including social, cultural, political, economicdaenvironmental variables). If we accept followimew physics
principles that space and time are not discretéies)twhy should wellbeing be captured and categdrby
means of outdated sociological thinking?

Those who work in terms of categories of cause effett can argue as does Encarnacion (2006) thit ci
society needs to be reconsidered, because a statdec undermined by civil society. This misses pbént.
Diversity and freedom need to be encouraged textent that they are not undermined. Yes, the &ateeded to
provide the context for democracy to flourish, lthe state also needs democracy to keep it demociidte
mutual testing is the sine qua non of both demgraacl new science. The ‘iron rule of oligarchy’ @iels 1915)
should not be forgotten. The argument being thahatgatic organizations become increasingly strectur
hierarchical and bureaucratic and the leaders @baticess to information and resources and areeqoestly
more powerful than those at the bottom of the hidna as a result. The processes for dealing witmpdex
situations are streamlined in democracies and ¢ke powerful voices are silenced which undermimesak
inclusion opportunities for wellbeing.

To sum up, as we draw conclusions from this stddkeoresearch on modeling perceptions of wellbé&iam
the point of view of service users and providetss iclear that we are able to use mapping onlgrasid to

8 Dahl's principles of democratic process (1989 jrdf 2004), can be critiqued , because voting tsenough . People need to be able to
participate in the deliberations. Web democracyuelp, such as engaging young people in draftidigythat spans the boundaries of
the nation state , because poverty and pollutiemat bounded by the nation state (See Kjaer tbs@ussion of Danish school children
engaging in an exercise to develop a constitutionthfe European Union).

® Wellbeing’ like power is a concept based on peiioep, emotions and values. Furthermore it is i@l and a combination of factors
support wellbeing. As Aleksander (2005) outlineax®dms for consciousness, but although he triemvtid blind spots he argues that
consciousness is about awareness based on attantioperception, planning ahead and emotion. Bha very Western and middle
class notion in so far as ability to plan ahead banprevented by living from hand to mouth. Thetuna of survival outlined by
Helman(1990) stresses that this difference is altre§ life chances. Wellbeing plays out in thielchances of people, those who can
show agency despite the limitations they face hte & achieve a life in balance. Power is defimeterms of many dimensions , that
could be expanded to include social, cultural,tfwali, economic and environmental factors but attiéhe stressed that they include “
fear, hate, love, threats of punishment, and avaid®f pain” (see Bateson in Guddemi 2006).
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decision making in context not as a means to represent reality. As a re$ulbocumenting their perceptions and
analyzing them we were able to identify core hingdblocks or factors that need to be consideradestually
and ‘added to’ in iterative dialogue. The narrasivand pictures (both abstract and concrete rapedgms) were
used to develop the meaningful metaphors with whiebple could identify, namely of weaving togethgands
of experience into baskets that could be used ttiegdearnings and to discard the problem areans fife . This
process focuses on taking personal responsibilityist mindful that their life chances have bebaped by their
social, economic and environmental history (atectéd in their experiences). The research proagss to
enable a) social inclusion (building on Carsonle2G®7: 113, Bourdieu 1986 and a critical readifig?otnam
1995) and b) connecting with others who are from thme background (bonding), ¢) making connectiatis
those who are different (bridging) and d) creatiimks horizontally and vertically to bring about arige
strategically.

The value of matching is enmeshed in the procesnhgging those who have lived experience in sditéal
The engagement is in itself important for democrgmrsonal and public accountability and for wetliige The
mapping process inot aimed at fixed prediction or control, it is about drawing on the wisdom and tacit
knowledge of people who are at the receiving engotity and ensuring that they have a say in shptbia policy
and management directions for the future at thalJoegional and global levels.

(see Mcintyre-Mills et al 2006).
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