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FOR MANAGEMENT OFFICERS AND ICASS COUNCIL MEMBERS FROM THE

REGIONAL INITIATIVES COUNCIL (RIC)
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SUBJECT: CMI 5 OF 9 - UNIFORM SERVICE STANDARDS (USS)

COMPARISON TO POST-SPECIFIC STANDARDS

REF:    A) STATE 109299  B)     STATE 0071032  C) STATE 0022839

                D) 07 STATE 168709

1.  SUMMARY:  Uniform service standards are an integral part

of the Collaborative Management Initiative (CMI).  To

successfully build a platform on which posts can collaborate

with one another, we must have service targets by which

performance can be measured and compared.  Posts should begin

comparing their performance to the initial uniform service

standards (USS) which address 95 of the 195 services listed in

the ICASS handbook.  Service providers should continue to

provide the same level of service they have always provided.

Over the first three quarters of FY-09, metrics will be used

to compare post performance to USS; based on the resulting

data, the USS will be recalibrated in the last quarter of FY-

09.  Our goal is for all 195 USS to replace post-specific

service standards beginning in FY-10 (effective October 1,

2009).  END SUMMARY.

THE FIRST 95 USS COMPLETED; ALL 195 READY APRIL 2009

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

2.       Uniform service standards are an integral part of the

Collaborative Management Initiative (CMI).  USS for 95 ICASS

services were developed by representatives of posts from all

regions.  These USS were developed in order to enable most

posts to meet most of the standards most of the time.  Using

the same approach, USS will be developed for the remaining 100

services over the next six months, in order to have USS for

all 195 ICASS services to the extent possible.  WebPASS

already has the capability of gathering data on selected

services.  Over the next nine months, your feedback (collected

on the CMI SharePoint discussion board), along with

performance data gathered through WebPASS, will be analyzed to

determine the recalibration, if any, needed in the USS.

Recalibrated USS will replace post-specific service standards

on the first day of Fiscal Year 2010 (October 1, 2009).

CMI QUALITY TEAMS TO BRIEF SERVICE PROVIDERS, ICASS COUNCILS

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

3.      CMI Quality Teams should hold discussions with all

service-provider (i.e., management) subsections to compare the

first 95 USS to current post-specific ICASS standards.  CMI

Quality Teams should work closely with post ICASS councils on

this objective.  The intent of the comparison is to raise

awareness among service providers and customers as to the

nature of the USS and to ensure they understand that FY-09 is

an opportunity to "benchmark" post's standards against the

USS, in anticipation of the transition to the USS in FY-10.

Here in Washington, the Regional Initiatives Council (RIC)

will work with the ICASS Executive Board to keep customer-

agencies well informed.

4.       When these steps are taken, your Quality Coordinator

should register their completion on the CMI site.  Any

questions or comments can be directed to the RIC points of

contact listed below.

WHY SERVICE STANDARDS?  WHY DO THEY HAVE TO BE UNIFORM?

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

5.       Establishing uniform standards for service delivery allows

us to manage customers' expectations as they move from post to

post.  USS will also help managers - at post and here in

Washington - assign resources appropriately.  Currently there

is considerable variation in service levels from post to post,

making it difficult to determine how efficiently we, as an

organization, provide services to our customers.  With

worldwide standards and metrics, we can determine whether

resource distribution is appropriate to levels of service.

Without them, we are enabling some posts to raise their levels

of service, while other posts must lower theirs.

RESOURCES

---------

6.       The level of effort required by this step in the CMI

launch will vary from post to post, depending upon the size of

the subsections within Management.  The information in REFTELs

B, C, and D (available on the CMI SharePoint site) will assist

you and your CMI Quality Team.  Briefings should be no more
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than one hour each and can be added to agendas of regularly

scheduled meetings.  We recommend that these briefings be

completed within two weeks of receipt of this cable.  The USS

can be found in the CMI "Playbook" at the following site:

http://diplopedia.state.gov/index.php?title=CMI:Playbook
Once in the Playbook, you can access USS in two ways.  To see

a complete list of USS, click on "Uniform Service Standards"

under "CMI Elements" in the box at the right of the home page.

Or you  may review USS by ICASS cost center, by clicking on

appropriate the cost center box and following the link to that

cost center's USS.  Other features of the Playbook will be

detailed later in CMI cable 7.

7.  Questions can be directed to your RIC POCs:

Region  Regional Bureau POC             M/PRI POC

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

AF              Sylvie Martinez         Jason Kalbfleisch

EAP             David LaMontagne                Joel Danies

EUR/IO  Bruce Andrew                    Leo Voytko

NEA/SCA Jennifer McIntyre               Steven Gibson

WHA             Margaret Kurtz-Randall  Stephanie Gillespie

8.  Minimize considered.
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