Systems and Managers

our welfare.

Their growth threatens

by Petar Biock and John MeKnight

Ti-iE EXPANDING DESIRE FOR UNIVERSAL
education, the growing expecta-
tions of government support, the
medicatization of health, and the
deminance of the corporation as the
driver and deliverer of the good life,
creates the need for increasingly large
ingtitutions and systems, and the
management to make them work.

Systemns are designed to create scale.
Scale requires conststency, control and
predictbility {as true for delivering ser-
vices as it is for distributing products.

Management provides the structuze
required to produce consistency, con-
trol and predictability. Management is
also & way of thinking abeul life, fami-
ly, and community—that these can
and need ko be managed. As systems
and their management occupy mote
cuttural space, they expand the mes-
sage that prosperity and peace of mind can
and must be purchased. This fuels the
growth of powerful systems.

A central task of management and
systems is to mainéain control by laking
uncertairity out of the future. This is what
is attractive about systems: they seem
to make the world safe, predictable, and
nnder control, In adopting system life,
people choose to yield sovereignty in
exchange for the promise of predictability.
Even families and communities tum
over their sovereignty for the promise
of a safe and predictable future.

Control and predictability are also
the promise of science and its action
arm, engineering. They are about the
language of standards, certification,
solutions. All that is uncertain, organic,
spontaneous, and Howing is viewed in
managemnent science to be a problem
to be solved. Systems are built on the
ability to reproduce the same thing
ovcr and over, whether services or goods.
In the service professions, we give our
desire for more of the sane, certifiable
stendards, We take solace in that what-
ever they are producing or providing
is consistent. Even customization has

been taken to scale—niass custentization,
It gives the iusion that this is just for you,
even though the exact customized ser-
vice or product is offered to milliens,
While we benefit from a predictable
product or service, it also takes the joy |
of diversity and variation out of our
tives. There is no reason ko leaoe tie coun-
try anymiore. Once a mall pops up, the
world becomes more of the same.
Bystems can’t provide satisfaction in
domains that require a unigue and per-
soual human solution. They can't pro-

 contmnnity. Systems and management

insuring that every person is replace-
able. They standardize work processes
and automate human functions or oul-
source them to low-cost strangers,
Automated human functions affect
relationships and our capacity to asso-
ciate closely with others. There is no
incentive for us to build relationships,
because we arg only here to produce
together. In system life, we must betray
what is unique and personal about us,
that which is the sum and substance of
what builds relationships. What is muos!
personal orly lves in the world of family and

believe that persomal relationships will dis-
tort what is good jor the busiiess: "Dan't
get too close to people; you may have to
fire them. Intimacy affects judgment.”
Systems are designed to make rela-
tionships instramental-—not affection-

vide satisfaction, prosperity,
or peace of mind because of
their very nature.

The consumer economy
is sustained by providing,
answers that always have a
system quality, because they
offer predictability. Any time
you speak of miswers, you're
making a false promise. The
more important dimensions of

ate, caring, or intimate—
we are just here for the
utility of being together.
In our desire for the bene-
fits of system life, we com-
mercitlize onr velationships.
We become only interested
in a relationship as a form
of barter. We now sign up
Jriends on social-networking
sites.

being hreman have ne clenr answer. This
means that system auswers are
counterfeit. Owning five pairs of shoes
does not make a person successful.
Owning the latest car does not provide
an identity—fhnt is 1ol who you ane.
Love can't be purchased, power not
bought. To sustain the volume and pre-
dictability that systems require, they are
forced to market and selt more than
they can detiver. And this conterfeit
promise is not just to customers, but to
system members-~and this dark side
leaves us unsatisfied. In system life, we
hecone te systent that we inhabit. We become
replicable. We are interchiangeable parts. It
is the industrialization of the person,

A strength of systems and inshitufions
is the ability to suppress the personal
and conunodify through replication,
When something becomes personal, it
becomes unique and unpredictable, The
need for fhe systent to disdain what is per-
sonal has its side effects o who we become
and how we associnle. Institubonalization
is to take the personal out of @ struchire in
arder fo matniain confinuity. "o instifution-
alizr means to depersonatize (code for “We
dont need iie unigue yon any more.” The
purpose of management is to create a
world that is repeatable. But no two peo-
ple are the same. Management's task then
18 to overcome their untqueness and help
thent align with what the systemn needs by

Systems do nake an effort to com-
pensate for their wtilitarian nature, Pro-
gressive management often invests in
training and development to bring human
qualities into its culture. Tt uses train-
ing as a way of getting people on board,
aligned, on tie same page, headed in the smme
direction—to create more community in
its cufture, to put a human face on the
system for its members and customers.
Training gives the appearance of hospi-
tality, kindness, and community. Yet,
most system training is packaged to
enforce the mindset that what you are is
not encugh and someone else knows whal
is best for you. Moreovet, a system devel-
opmen! programt is not a path to freedom
and self-expression but a process that
transforms nnigque people into the systen way.

This combination of the system way of
standardizing and the market way of promis-
ing sustains the consurmer economy and
invades every aspect of our lives. What
we've done with our shoes, we've done with
oter sonid, our consciousness and culinre. We
have five pairs of shoes, four of which
we don’t need and none of which fit.
Plus their discomfort creates demand
for services: a chiropractor to adjust my
body and a podiatrist to treat the pain. L&
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ACTHON: Reepalfuate your development peogram.



