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SUBJECT: FY-09 - Benchmarking Year for the Collaborative

Management Initiative (CMI)

Ref: State 168709

1.      SUMMARY:  Over the past ten months, you have received many

messages describing our efforts to build a worldwide platform on

which posts will collaborate to ensure consistent, cost-

efficient, and high quality service.  All regional bureaus have

endorsed the for-the-field, by-the-field quality management

system known as the Collaborative Management Initiative.  CMI

was developed in a series of workshops by service providers from

all regions of the world.  Their efforts resulted in the

creation of uniform service standards (USS), performance

metrics, process maps, and standard operating procedures (SOPs).

These basic business components are ready to launch October 1,

2008.  Every effort has been made to minimize workload the

launch may add to your busy schedules.  Managing this change -

rather than letting it manage us - will depend on strong

leadership and effective communication.  CMI needs your strong

support.  END SUMMARY.

CMI COMPONENTS

2.      Developed in workshops by representatives of posts - large

and small - from all regional bureaus, CMI seeks to build a

platform for post-to-post collaboration.  Their efforts resulted

in the creation of basic business components - uniform service

standards (USS), performance metrics, process maps, and standard

operating procedures (SOPs) - which address services available

to ICASS customers (6 FAH-5).

BENCHMARKING

3.      What do we mean by "benchmarking"?  Simply put, we mean

validating the components of CMI.  For example, we will use the

new data-collection capabilities in WebPASS to validate the 95

USS developed in our January 2008 workshop.  Performance metrics

are crucial to success.  To fully capitalize on them, customers'

requests for services must be initiated electronically to the

maximum extent possible, thus eliminating the burden on posts to

collect and report data periodically.  In most cases, this means

using eServices.

4.      In the second half of FY-09, we will ask posts to benchmark

uniform service standards for the balance of the 195 ICASS

services listed in 6 FAH-5.  A year from now, all 195 USS will

be re-calibrated based on feedback from your experience and from

the data generated by the use of eServices for service request

and delivery.

CHANGE MANAGEMENT AND COMMUNICATION

5.      We don't want to add to your already heavy workload, and

for this reason, we on the Regional Initiatives Council (RIC)

insisted that each step of this launch minimize workload demands

on your management team.  We can't minimize, however, the impact

CMI will have on management:  we are asking 27,000-plus American

and LES service providers to change the way you do business as

you strive to deliver quality services to our customers in the

field.  And, we are asking our customers to change the way they

request services so that you will have the data you need to

support your resource requests.  Managing this change - rather

than letting it manage us - will depend on strong leadership and

effective communication.  We want you to give CMI your strong

support.

FIRST OF NINE MESSAGES

6.      This is the first in a series of nine cables you will be

receiving over the days and weeks ahead.  They will outline post

action to begin benchmarking.  In the ninth and final cable, we

will ask you to affirm by December 31 that you have taken each

step.  For a preview of the draft cables, check out the CMI

website, http://m.state.sbu/sites/pri/cmi/default.aspx.  In

addition to all CMI messages - past and future - you will find

tools to assist you in taking each step in the 90-day launch,

including talking points, draft announcements, and training

presentations.  Every Bureau has endorsed CMI's approach to

quality management and, through the RIC, will be closely

monitoring our collective progress.

7.      Minimize considered.
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