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In the new approach to accountability, Spence promised never to
scapegoat workers when a child died in the care of the department-
if the worker had made a good-faith effort to execute agency
policy. He acknowledged that the work was fraught with danger
and uncertainty, and said he would protect workers when
misfortune occurred, as it inevitably would. This approach to
reforming protective services recognizes that human judgment is
essential for effective public policy, and that the central challenge
for management is to improve workers' capacity to render that
judgment dispassionately, as much as possible based on the
presenting case, and as little as possible on extraneous fears or the
instinct to take the easy way out. In the case of street-level
bureaucracies with episodically high, negative profiles,much more
attention should be paid to helping citizens appreciate the
complexity of efforts to achieve public purposes and the futility of
banishing all mistakes,
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