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FOR MANAGEMENT OFFICERS AND ICASS COUNCIL MEMBERS
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TAGS: AMGT, KICA

SUBJECT: CMI: UNIFORM SERVICE STANDARDS AND METRICS

REF: A) 07 STATE 168709; B) STATE 009750

1. Summary:  In January, the Regional Initiatives Council (RIC)

hosted a workshop to develop Uniform Service Standards (USS;

ref B).  Representatives of posts from all regional bureaus

developed USS to serve as worldwide benchmarks for delivery of

ICASS services.  This message outlines the ambitious transition

plan the RIC will present for the approval of the ICASS

Executive Board (IEB):

Phase 1:  Review and vet USS; roll-out data-collection

mechanisms.

March 15 - September 30

Phase 2:  Finalize USS worldwide; generate reports and evaluate

data.

October 1 - December 31

Action Request:  We ask that service providers evaluate and

comment on the USS.  Management officers should brief their

teams, ICASS councils, and employees.   End Summary.

Background on Collaborative Management Initiative (CMI)

--------------------------------------------------------

2. The goal of the RIC's Collaborative Management Initiative

(CMI) is to provide customers with cost-effective, high-quality

services by enabling managers to make data-driven decisions.

CMI seeks to provide transparent and equitable methods of tying

resources to service performance.   Developing standards that

are uniform across all posts is critical to CMI's success.

USS, combined with process maps and standard operating

procedures, will form a playbook for all service providers.

The Department will provide posts with improved WebPASS

applications to easily generate credible data on management

services.

Phase 1: Transition to Uniform Service Standards (USS)

March 15 - September 30

------------------------------------------------------

3.  This message begins Phase One.   By October 1, the

Department will refine the Uniform Service Standards and begin

collecting data against USS benchmarks.  Posts that are able to

reallocate resources to conform to USS should do so.  (Ref A

contains the rationale for implementing USS.)

For the majority of USS, performance data will be collected by

improved WebPASS applications currently under development.  The

RIC is partnering with IRM to accelerate these improvements,

which will automate data collection for all services except

those provided only intermittently.   With minimal effort,

WebPASS will provide performance reports.  Posts should ensure

that they use all of the newest versions of WebPASS as they are

delivered.  During Phase One, Posts should replace their

existing standards with the USS and begin data collection using

WebPASS as soon as it is feasible to do so.

March 15 - April 30

Review of USS - The list of 83 completed Uniform Service

Standards is posted on the new CMI sharepoint site:

http://collaborate.state.gov/M/PRI/CMI/1/Lists/Team%20Discussio

n/AllItems.aspx

   During this 45-day review, service providers and customers

will be invited to make comments and pose questions on USS.

Answers to frequently asked questions (FAQs) will be posted on

the sharepoint site as well.

May 1 - October 1

WebPASS Improvement - The PASS Project Management Office will

be developing and deploying automated measurement tools within

the WebPASS suite of applications.  By October 1, WebPASS

applications will enable posts to capture performance data.

Posts not currently using WebPASS should begin doing so.

June 1 - 30

Second Draft - The RIC will incorporate comments from service

providers and customers into the second draft of the USS

benchmarks.

July 1 - August 31

Second Review - The approved USS benchmarks will be posted to

facilitate implementation by service providers and ICASS

Councils.

September 1 - 30

IEB Approval - The RIC will ask the ICASS Executive Board to

approve establishment of Uniform Service Standards (USS) at all

posts.

Phase Two: Finalize Uniform Service Standards worldwide,

October 1 - December 31

-------------------------------------------------------

4.  The participants of January's workshop developed USS

without the benefit of credible data.  Relying on their

collective experience, they established benchmarks that 75

percent of our posts could attain 75 percent of the time.   In

other words, the standards were set so that so most posts will

be able to meet them without additional effort or resources.

The RIC does not expect posts to meet all of the standards all

of the time.  To do so, posts are not expected to work harder

or longer hours.  To help build empirically-based standards,

the RIC wants posts to measure their performance against these

benchmarks as extensively as possible.  The RIC expects posts

to adopt USS as soon as possible, but no later than December

31, 2008.

In the first quarter of FY2009, the RIC will finalize

implementation of USS in light of available performance data.

In Phase Two, regional bureaus will begin to use the USS to

evaluate assignment of resources and posts will begin to make

appropriate modifications to operations to meet the new

standards, where needed.

Related CMI Activities

-----------------------

5.  In support of another component of CMI, the Regional

Initiatives Council invited posts to nominate their standard

operating procedures (SOPs) as potential best-in-class.  In

this by-the-field, for-the-field project, posts will submit

their SOPs to Governance Council committees composed of post

representatives from all regions.   The SOPs deemed best-in-

class will be compiled in a service providers' "playbook"

together with USS and process maps.  The playbook will also

become the basis for FSI's management curriculum.

We will provide regular messages on this and other CMI

activities.   Please check the CMI sharepoint site for

additional information.

http://collaborate.state.gov/M/PRI/CMI/default.aspx
6. Minimize considered.

RICE
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