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The Accenture Global Cities Forum is an ongoing study into 
how members of the public define “public value” and what 
they expect of government. The Institute for Public Service 
Value designed the first phase of the study as a series of 
citizen panels in eight world cities: London, Sydney, Singapore, 
Berlin, New York, Paris, Madrid and Los Angeles. Each Forum  
included 60 to 85 local residents randomly selected to represent  
the city’s demographics—providing strong, qualitative insight 
into what people think about government and public services 
and how they judge public value.
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One of the strongest findings of the Los Angeles 
Forum is that people genuinely value the 
opportunity to discuss the future of their city 
with fellow residents. The overwhelming majority 
of participants reported that they had enjoyed 
the day and welcomed the chance to have their 
say on issues relating to their community  
and their government. 

The Forum’s deliberative format enabled many participants 
to clarify their own thinking and even—in some cases—to 
change their views as a result of talking at length with other 
Los Angeles residents. Many participants noted that they 
had learned something new, including a greater appreciation 
for the complexity of the issues government faces. But it 
was also clear that people’s willingness to participate in 
these kinds of consultations is contingent upon government 
being prepared to listen to what they have to say and 
demonstrating that change will result.

Participants overwhelmingly reported that the day had been 
a valuable means for learning about how others feel about 
important issues. Los Angeles is a multicultural city and, though  
the majority of participants had lived in the city for more 
than 10 years, many were not natives of California. For many, 
bringing together of a diverse group of people from very 
different backgrounds was ”the best part of it” and allowed 
people to really understand that, despite their differences, they  
share many of the same aspirations and concerns for the city. 

The Forum had a strong educative effect on participants’ 
conceptions of the role of public services. This impact was 
keenly felt by participants. In the morning, 15 percent 
of people strongly agreed that public services should be 
focused more on addressing longer-term issues. By the 
afternoon, that number had risen to 65 percent, reflecting 
a real change in the way people were thinking about 
their public services. This coincided with a doubling of the 
number of participants who felt that public services should 
be delivering to everyone equally (from 18 percent to 37 
percent) rather than focusing on those most in need. 

Discussing issues relating to the city with people from 
their own community and other communities in the city 
had a clear impact on how involved participants felt. 
Most participants ended the day talking about how they 
wanted to be more involved, having been persuaded by the 
discussions that the future of the city is theirs to shape and 
that it was incumbent upon them to play their part.   

Messages to government  
from people of Los Angeles
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The Accenture Institute for Public Service Value 
Global Cities Forum was conducted in eight cities 
around the world: London, Sydney, Singapore, 
Berlin, New York, Paris, Madrid and Los Angeles. 

Although we designed and conducted all eight Forums similarly, 
and used a similar deliberative approach in each, many 
differences emerged between the views of the participants 
in Los Angeles and those of other Global Cities. But there 
were also many similarities. (Comparisons of the main 
findings in the eight cities are included in the appendix.)

People everywhere are proud of where they live—some more than 
others, of course—but they also all see a need for improvement  
in the social and economic conditions of their cities.  

While they see government as the main driver of change, 
they want a bigger say in making their cities better places to 
live. Everywhere, participants feel their governments are not 
doing enough to listen to their views. They also expect their 
governments to offer more opportunities to involve them in 
the process of setting priorities and planning and delivering 
improvement in their cities.

These views are not new or surprising. Although we know 
that many people want—or say they want—a bigger say and 
role, we see little being done to engage them and little effort 
on their part to be engaged. Instead, we see a plethora of 
“doorstep opinion” polls and a rather complacent notion of 
elections as the main forum for people to have their say.  
But as one New York participant declared, and as participants 
in each Forum echoed, “Elections are not enough!”

Accenture Public Service  
Value Governance Framework 
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Participants at the Los Angeles Forum had a very 
positive attitude toward their city, in comparison 
to many of the other cities included in our study. 
Seventy-five percent of Forum participants are 
happy living in Los Angeles, rating it as either 
“good” (53 percent) or “world class” (22 percent). 
This put Los Angeles on par with New York and 
Singapore and higher than all the European cities 
(London, Paris, Madrid and Berlin). Only Sydney 
produced a higher rating (89 percent). 

In identifying the most important social issues facing the 
city, Los Angeles participants voted for a fairly broad spread 
of issues, with five garnering more than 10 percent of the 
votes—cost of living, health, ease of transport, housing and 
immigration. However, like those in most of the other Global 
Cities, Los Angeles Forum participants indicated concern 
with the cost of living, in particular (21 percent of votes).

As in many other Global Cities, in Los Angeles there was 
a disparity between the general level of satisfaction with 
public services and people’s experience of specific services. 
While 57 percent were generally satisfied with the public 
services they get, 72 percent felt that health services fall a  
long way short of expectations (a figure on par with London 
but higher than Singapore, Sydney and Berlin); 65 percent 
felt that transport services fall short of expectations, and  
60 percent felt that education services fall short of expectations.  
This more negative reaction in relation to specific service 
areas was shared across many of the cities: Of the 24 
conditions discussed across all eight cities (three in  

each city), 16 were rated as falling short of expectations 
by 50 percent or more of the participants. But Los Angeles 
produced the most consistently negative scores for  
all three services discussed.  

The prevailing sentiment across many of the Global Cities 
was lack of understanding of people’s needs on the part of 
public services. But participants in Los Angeles were the 
least satisfied of any of the Global Cities about the extent 
to which public services currently understand their needs: 
Only 8 percent agreed with this proposition, though only 
Singapore scored more than 50 percent. 

Not surprisingly, Los Angeles Forum participants want to see 
improvements in their public services and around one-third 
agreed that taxes should be raised to help pay for these 
improvements. This view was shared by a similar proportion 
of participants in Sydney, New York and Madrid, while those 
in Singapore, Berlin and Paris were most opposed to paying 
more tax. Almost 40 percent of Los Angeles participants also 

How Los Angeles compares  
with the other Global Cities  
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About the Accenture Institute for Public Service Value
The Accenture Institute for Public Service Value is dedicated to promoting high performance  
in public service delivery, policy-making and governance, through research and development 
on the creation of public value. The institute undertakes and commissions relevant research; 
produces publications on good practice in public service; develops practical methods of applying 
the concepts of public value; and presents events to bring together and promote discussion 
among public managers and stakeholders in the government, academic, nonprofit and private 
sectors. Its home page is www.accenture.com/publicservicevalue.
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Accenture is a global management consulting, technology services and outsourcing company. 
Combining unparalleled experience, comprehensive capabilities across all industries and 
business functions, and extensive research on the world’s most successful companies, Accenture 
collaborates with clients to help them become high-performance businesses and governments. 
With 178,000 people in 49 countries, the company generated net revenues of US$19.70 billion 
for the fiscal year ended Aug. 31, 2007. Its home page is www.accenture.com
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