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TO ALL DIPLOMATIC AND CONSULAR POSTS COLLECTIVE

AMEMBASSY TRIPOLI

UNCLAS STATE 102438

FOR MANAGEMENT OFFICERS AND POST ICASS COUNCIL MEMBERS

FROM THE REGIONAL INITIATIVES COUNCIL (RIC)

E.O. 12958: N/A

TAGS: AMGT, KICA

SUBJECT: Collaborative Management Initiative Cable 2

of 9: Communicating CMI to Your Customers

REF:  A) STATE 99707    B) STATE 96578

1.      SUMMARY:  The success of the Collaborative

Management Initiative (CMI) at your post will depend on

keeping your customers informed on the changes to

expect.  In this second of nine CMI messages, we direct

Management Officers to ensure their ICASS Councils are

fully briefed on the benefits of this quality

management system.  For this purpose you will find a

"CMI Executive Overview" presentation on the CMI

SharePoint site.  END SUMMARY.

WHAT:  EFFECTIVE COMMUNICATION

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

2.      It is crucial that everyone at post, from

customers to service providers, have a clear

understanding of CMI's benefits.   This by-the-field,

for-the-field quality management system will:

o Create equity, transparency and predictability -

uniform service standards (USS) will enable you to

better manage customers' expectations as they

compare services from post to post;

o Provide continuity - process maps and standard

operating procedures (SOPs) will give managers and

LES a sound foundation for broadening their skills

and responsibilities;

o Inform decisions - performance measures improve

service quality by enabling cost-efficient

distribution of resources;

o Improve services - your best practices will be used

to enhance the CMI Playbook on a continual basis;

and

o Enhance support - customer-agencies and

appropriators will have objective data in support

of our resource requests for your post and bureau.

CMI's components - uniform service standards (USS),

performance metrics, process maps, and standard

operating procedures - were developed by you and your

colleagues in workshops sponsored by the Regional

Initiatives Council (RIC), which represents over 27,000

American and LES service providers from all regions of

the world.

WHY:  WHY US?  WHY NOW?  WHY CMI?

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

3.      We need a better way to make our case for more

resources where they are needed.  With budgets and

staffing flat or declining, costs increasing, and the

customer base growing, even the best managed posts are

feeling the squeeze.  Absent common standards, we are

left with little choice but to fall back on anecdotal,

subjective evidence to make our case for additional

resources.

4.   We need to demonstrate that we are making

efficient use of our limited resources.  To have a

fighting chance to get the resources you need, together

we must take a more unified approach to measuring

performance across posts and across bureaus.  Only by

producing reliable data that compares our distribution

of resources across all posts will we be able to

demonstrate the extent to which our posts are, or are

not, adequately funded.

WHO:  CMI QUALITY TEAMS AND QUALITY COORDINATOR

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

5.   In 90 days, we will ask your Management Officer

and the ICASS Council Chairperson to verify that your

post has taken the necessary steps to launch "CMI."

During the days and weeks ahead, you will receive a

series of action cables.  The RIC designed each step to

take a minimum amount of time.  To accomplish each step

outlined in the cables, your post should assemble a CMI

Quality Team (CQT), composed of USDH and LES

representatives from each Management subsection.

(Details will follow in CMI cable 4 of 9.)  The CQT

will be part of our worldwide system of continuous

service improvement that will be refined and built upon

throughout FY-09 and beyond.  Following is a list of

the nine cables post will receive:

1 of 9  Overview: FY-09 Benchmarking Year for CMI

(Ref A)

2 of 9  Communicating CMI to Your Customers

3 of 9  Briefing CMI to Service Providers at Post

4 of 9  Creating Post's CMI Quality Team

5 of 9  Benchmarking Uniform Service Standards

6 of 9  Understanding Performance Metrics

7 of 9  Introducing the Playbook: Process Maps

and SOPs

8 of 9  Using eServices to Place Work Orders

9 of 9  Verifying Completion of CMI Launch

TIME AND RESOURCE REQUIREMENTS

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

6.   The CMI SharePoint site will serve as your

constant reference source:

http://m.state.sbu/sites/pri/cmi.  In addition to all

past messages on CMI and drafts of future cables, the

RIC will make tools available to help you during each

step of the launch.  This includes a PowerPoint

presentation entitled, "CMI Executive Overview," which

should take about 30 minutes for presentation and

discussion.  You should present this briefing to your

post ICASS council sometime before the end of October.

If answers to questions raised by the ICASS Council and

your customers cannot be found on the website,

Management Officers or their CMI Coordinators should

reach out to their point of contact (POC) on the RIC

staff:

Region  Regional Bureau POC             M/PRI POC

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

AF              Paul Pometto                    Jason Kalbfleisch

EAP             David LaMontagne                Joel Danies

EUR/IO  Lois Price-Ascroft              Leo Voytko

NEA/SCA Jennifer McIntyre               Steven Gibson

WHA             Margaret Kurtz-Randall  Stephanie Gillespie

7.   Minimize considered.

RICE

