LEAD SERVICE PROVIDER - DEPT OF STATE

QUALITY MANAGEMENT INITIATIVES

MISSION:   REVOLUTIONIZE MANAGEMENT SUPPORT OVERSEAS


INNOVATION:

· C/AI Office – Good Ideas, workshops, ISO 9000 Standards 

· Gain-Sharing – State has piloted a project for employees to use frequent flyer miles to obtain “free” coach or business class tickets and sharing the savings with the traveler.  Also, exploring options for applying gain-sharing principles to shipping of vehicles.

· Consumables – Expanded DOD/ELSO commissary access to Embassy personnel.

· What State is “Doing” – Utilizing the full range of flexibility in the Fly America Act, reorganizing separate maintenance allowance process


EXPLOITING TECHNOLOGY

· “Ask Admin” website – knowledge base for frequently asked questions

· Post reports on internet/intranet – posts can update these on-line to provide real time information to the latest information.

· Post profile database (intranet)

· Logistic Management process improvements

· Archive of  State cables for intranet access

· BNet – State closed circuit TV being put on the desktop as streaming video

· e-Allowances -- project to make updating allowances and the reporting required by posts an online process.


MEASURING FOR RESULTS

· Performance Metrics – service standards

STANDARDIZATION

· ISO 9000 Pilot Projects – Vienna, Warsaw, Brussels, Cairo, London

· Benchmarking

· Goal – Top 30-35 posts ISO certified, others use modified version of  SOP templates

ENHANCING  THE  PROFESSIONALISM OF MANAGEMENT  CADRE

· Recruitment of professionals – improving management talent pool by targeting key business schools.

· Intern/Exchange Program opportunities with municipalities (possibly with City of Phoenix, cited as best managed city in US)

· Tiger Team – providing diagnostic evaluation and services for posts to make quality improvements.

The presentation ended with a pointed emphasis on Leadership being the Key to 

Quality management.  Leaders at all levels must assume a non-partisan role (color 

Purple) whose mission is the overall improvement and success of  ICASS.  The three at post for whom it is most important are the Ambassador, DCM, and Management Counselor.  In Washington, it is the IWG/ISC and the

IEB.
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