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DRAFT TEXT FOR INCLUSION IN THE GENERAL SUMMARY OF CBS-Ext.(10)
4.5.1
Public weather services (pws), including the report by the chair of the open programme area group (agenda item 4.5.1)
4.5.1.1 This document presents decisions by CBS-Ext.(10) which would contribute to the achievement of WMO Expected Result (ER) 7, focusing on the Open Programme Area Group (OPAG) on Public Weather Services (PWS) in building skills and capacities in National Meteorological and Hydrological Services (NMHSs) to deliver weather and related services to the public and other users.
4.5.1.2 The Commission expressed its appreciation to Mr Gerald Fleming, Chairperson of the PWS OPAG, the members of the PWS Expert Teams and the Implementation Coordination Team (ICT) for their work during the intersessional period.
The WMO Strategy for Service Delivery

4.5.1.3 The Commission welcomed the “WMO Guiding Principles for Service Delivery” (see Annex to this paragraph) that had been endorsed during the sixty-second session of the WMO Executive Council (EC-LXII, Geneva, June 2010).  It unanimously supported the action by the Secretary-General to develop the “WMO Strategy for Service Delivery” for adoption by the Sixteenth Session of WMO Congress (Cg-XVI, Geneva, May 2011) based on the said “Guiding Principles” and endorsed the elements of the Strategy that were presented during the Session. It noted that the Strategy was WMO-wide and applicable to all activities and programmes that had a role in delivering services to users.   The Commission agreed on the urgent need for such a strategy to assist Members with their service delivery functions and mandates and strongly endorsed its presentation to Congress for adoption.
Implementation and Coordination Aspects of Public Weather Services 
4.5.1.4 The Commission was briefed on the outcomes of the meeting of the PWS Implementation Coordination Team (ICT), which was held in Shanghai, China, 20-24 September 2010, and endorsed the deliverables proposed by the Team. It noted that the Chairperson of the Inter-Commission Task Team (ICTT) on Meteorological Services for Improved Humanitarian Planning and Response had participated for the first time at the ICT meeting. The ICTT had, according to the decision of CBS-XIV, been placed within the PWS OPAG. The Commission supported the outcomes and the proposed actions of the first meeting of the ICTT, presented by the Chair of the Task Team.

4.5.1.5 The Commission was informed that a main focus of the ICT had been the changing landscape within WMO as the effects of the Strategic Planning process worked their way through the organizational structures. Of particular importance to the PWS OPAG was the positioning of Service Delivery as one of the high priority key Strategic Thrusts of the Organisation. The ICT discussed how the “WMO Strategy for Service Delivery” (see paragraph 4.5.1.3), currently in draft form, might best be reflected in the OPAG and the work of the Commission. The ICT had considered that, in time, a structure might evolve within WMO that would allow the work on improving Service Delivery to be seamlessly addressed across all time scales and all disciplines (weather, climate and water). As a first step, it decided to propose to CBS a restructuring of the Expert Teams within the PWS OPAG to align them with the proposed “WMO Strategy for Service Delivery”.
4.5.1.6 The Commission supported the view of the ICT that the “WMO Strategy for Service Delivery” can be articulated through four connected components that represent the “services chain”; namely: user engagement, service design and development, service delivery, and evaluation and improvement. These components involve identifying users and understanding their needs; ensuring that user needs are met; producing, disseminating, and communicating the information (i.e., services) that are fit for purposes; and collecting user feedback and performance metric to evaluate and improve on services.  The Commission noted that these four components are reflected in the draft of the “WMO Strategy for Service Delivery” and stressed that careful consideration was needed to be given to the type of personnel, skills and training required for each stage of the “services chain” indicated above . 
4.5.1.7 The Commission agreed that in order to reflect this model within the PWS OPAG structure, the work of the three existing Expert Teams should be re-focused to reflect the urgent need for mainstreaming service delivery in the work of the OPAG. Accordingly., it strongly endorsed a structure proposed by the ICT along the following lines:

(a)
Expert Team on PWS User Needs;
(b)
Expert Team on PWS Services and Products;
(c)
Expert Team on PWS Delivery; and,
(d)
Expert Team on PWS Monitoring and Evaluation
The Commission stressed the need for proper coordination to ensure that the new structure  would work efficiently and without duplication of effort, either within the OPAG or between the work of the OPAG and that of Regional Associations. It further requested that Members with experience in service delivery should be actively engaged in the new structure to ensure the sharing of knowledge and experience that has been underlined as an important element of the Strategy.
4.5.1.8 Recalling that the draft CBS Operating Plan for 2012-2015 had already proposed the formation of one extra Expert Team to focus on Service Delivery, the Commission agreed that the proposed structure could map the work of the existing Expert Teams directly to the “WMO Strategy for Service Delivery” and requested that the PWS OPAG and the Secretariat work on defining the relationship between the responsibilities  and terms of reference of the proposed new structure and the existing one
4.5.1.9 The Commission noted the outcome of the ICT discussions on how to measure effectiveness, both of the work of the PWS OPAG and the PWS Programme, and that of the output of NMHSs to user groups. It noted that the Team had developed a number of strategies on how to improve the measurement and verification process. Considering that most NMHSs had appointed PWS Focal Points to provide an effective linkage with the PWS Programme and the user communities, the Commission requested that the network of these focal points be enlarged, and that greater engagement of this network with PWS activities be pursued, especially in the collection and sharing of information on progress achieved by Members in PWS activities. It further suggested that regional real or virtual (via video conferencing) workshops be conducted for the PWS Focal Points to keep them abreast of developments and topical issues relating to PWS.
Services and Products improvement for PWS
4.5.1.10 The Commission strongly supported the outcomes of the meeting of the Expert Team on Services and Products Improvement (ET/SPI, Hong Kong, China, May 2010), focusing on improving products and services for key PWS user groups, especially in developing countries. 
4.5.1.11 The Commission requested that strong emphasis continue to be put on communicating probabilistic forecasts and endorsed the work of the Team to develop a set of deliverables on this subject. These include an inventory of training materials for forecasters on communicating uncertainty and probabilistic weather products; training materials based on WMO/TD-No. 1422, “Guidelines on Communicating Forecast Uncertainty”; and developing a special resource page on PWS Website. In addition to communicating the uncertainty, the Commission requested that attention be given to determining intrinsic forecast uncertainty and relating this to a deeper understanding of  user requirements. 
4.5.1.12 The Commission recalled the Learning-through-Doing (LTD) Projects of PWS (see paragraph 4.5.1.23) and endorsed the plan by ET/SPI to develop a PWS LTD Project in East Africa as part of the Severe Weather Forecasting Demonstration Project in the Lake Victoria region to improve service delivery to the identified key user groups in that region. It requested that a systematic monitoring and reporting system be included in the Project to document the improvements in delivering warnings and forecasts services as well as lessons learned, for application to other future projects.
4.5.1.13 Stressing the importance of gathering information on the state of service delivery and user perception as a basis for measuring and improving services, the Commission endorsed the actions taken by the Expert Team and PWS Programme to advance this work. This includes: collecting sample tried-and-tested user surveys from a number of NMHSs and circulating them to all NMHSs; posting the sample surveys on the PWS Website; and preparing a Summary Guide on the development and delivery of surveys by NMHSs. The Commission requested to be informed of the progress in this work and the resulting response of Members. It encouraged NMHSs to evaluate the performance of their meteorological services with a view to improving those services. 

4.5.1.14 The Commission endorsed the actions proposed by the Expert Team to contribute to the PWS verification and evaluation aspects of SWFDP. These include collaboration with the METEOALARM verification group, and with the World Weather Research Programme/Joint Working Group on Forecast Verification Research (WWRP/JWGFVR).
4.5.1.15 The Commission requested continued support from the Expert Team in the further development of “WMO Strategy for Service Delivery” in collaboration with other mechanisms put in place by the PWS Programme to prepare the Strategy for presentation to Cg-XVI. 
Communication, Outreach and Public Education Aspects of PWS
4.5.1.16 The Commission reviewed the outcomes of the meeting of the Expert Team on Communication, Outreach and Public Education Aspects of PWS (ET/COPE, Havana, Cuba, November 2009) and supported the focus of the work of ET/COPE namely: special attention to the needs of developing countries in building partnerships with media organizations; conducting user education and outreach; communicating uncertainty and confidence in forecasts; media attribution; and communicating with stakeholders.
4.5.1.17 The Commission stressed on the need for NMHSs to put in place strategies to develop and maintain effective media relationships, including the establishment of the capability to provide PWS information to TV, radio, newspaper and Internet providers. It noted the information provided by Oman about their newly installed state of the art TV studio to be linked directly to the national TV and most of the media outlets in the country as well as the request by Oman for other  Members who had acquired similar systems to share their experiences. The Commission requested the Secretary-General to continue supporting efforts of Members in the effective application of communication technology and media presentations..

4.5.1.18 The Commission stressed the importance of ‘social media’ communication methods such as Facebook, Twitter and Blogs in communicating forecasts and warnings, as they had demonstrated widespread popularity. It endorsed the work of the Expert Team in developing an “issues paper” to assist NMHSs with what they should consider when implementing these technologies, and requested to be kept informed of progress in this area.

4.5.1.19 The Commission commended the efforts of the PWS OPAG and the Secretariat in producing the set of ‘How-to Guides’ that the Expert Team had developed as summaries of a number of PWS guidelines, comprising of: 
(a) Communicating Forecast Uncertainty;
(b) Communication, Public Education and Outreach;
(c) Communicating with the Public;
(d) Using Surveys to Evaluate Services; and,
(e) Working with the Media.
The Commission requested wide circulation of these “Summary Guides” and encouraged NMHSs to consult them as well as the full guidelines on these subjects available on the PWS Website: http://www.wmo.int/pages/prog/amp/pwsp/publications_en.htm.
4.5.1.20 The Commission endorsed the work of the Expert Team to produce the following guidelines and requested their early publication: 
(a) “Communicating the Social and Economic Benefits and Impacts of Public Weather Services”; and
(b) “Emerging Technologies and Social Media”.
Recognizing the importance of these guidelines, and particularly that on “Communicating the social and Economic Benefits and Impacts of Public Weather Services” the Commission requested that when distributed, the said guideline be accompanied by a letter from the Secretary-General requesting that PRs distribute it to all relevant national agencies.
4.5.1.21 Noting that in developing countries the majority of populations lived in rural areas lacking access to weather information and warnings, the Commission reiterated its request to the ET/COPE to collaborate closely with the national and international implementers of the Radio and Internet (RANET) communication system.

PWS in Support of Disaster Prevention and Mitigation

4.5.1.22 The Commission reviewed the work of the Expert Team on PWS in Support of Disaster Prevention and Mitigation (ET/DPM), since its last meeting in Kuala Lumpur, May 2009. It welcomed the revamping of the World Weather Information Services (WWIS) Website (http://worldweather.wmo.int), making it Google Earth enabled to allow users to view city forecasts on a three-dimensional virtual globe and commended all the Web hosts ( China, France, Germany, Italy, Oman, Portugal and Spain) and especially Hong Kong, China, for providing leadership in this Project. This new version was showcased in the MeteoWorld Pavilion at  the Shanghai World Expo 2010, and was viewed by over 800,000 visitors during 184 days of the Expo. In view of the costs and resources required for this revamping by different languages hosts, the Commission considered that proper coordination should take place between Hong Kong, China and other hosts to ensure that the revamped versions of all languages are available prior to the official launch of this version. It also suggested that consideration be given to software developments that would minimise  future work across all language versions. The Commission requested that coordination meetings of the WWIS host countries be maintained on a  regular basis, noting that these meetings are supported by the participating host countries. Noting the growing number of Members contributing to WWIS, which currently stands at 124 supplying official weather forecasts for 1319 cities, and the increased visit rate to the Website, the Commission urged Members to increase the number of cities for which they supplied forecasts and to start participating  in this project if they have not already done so. The Commission welcomed the intention of India to substantially increase the number of cities that contribute forecasts to WWIS.
4.5.1.23 The Severe Weather Information Centre (SWIC) Website (http://severe.worldweather.wmo.int) was enhanced with the launch of a new service known as SWIdget in June 2010. It allows the users to select and display automatically in their personal computers weather warnings in different regions. At present, warnings of three participating NMHSs from Hong Kong, China; Macao, China; and Guam, USA are available in the beta version of the SWIdget. Plans are in hand to invite more NMHSs to participate and provide their official local severe weather warnings for this service. The Commission endorsed the creation of a partnership between WMO, Google and Hong Kong, China to promote access to official tropical cyclone warnings by the public and media. Through this partnership, the warnings on SWIC will always be ranked highest by the Google search engine. The Commission agreed that this was a significant breakthrough for WMO, as the source of official tropical cyclone warnings for Google users.

4.5.1.24 The Commission endorsed the PWS initiative in launching the “Register of WMO Members Warning Authorities” and noted that the introduction of the Register was an important step towards achieving a “single official voice for dissemination of weather warnings”, a priority area identified by Members. It requested Members to ensure that they kept the Register updated. Noting that the Register is unlikely to be consulted by the public or the media, the Commission stressed the need for  Members to assert their position as the single official voice for the provision of severe weather warnings by referring to their membership of this Register when asserting their authoritative role with respect to issuing warnings.
4.5.1.25 The Commission welcomed the preparation by the Expert Team of the “PWS Guidelines on Early Warning Systems and Application of Nowcasting in Warning Operations” based on the existing PWS Guidelines on “Integrating Severe Weather Warnings into Disaster Risk Management”, WMO/TD-No. 1292, PWS-13. These “Guidelines” were prepared at the request of CBS-XIV that PWSP should continue its focus on assisting Members to improve their national PWS programmes by providing guidance on the application of new technology and scientific research in data acquisition and use, especially for nowcasting and multi-hazard warnings. The “Guidelines” have been prepared with focus on the development of a risk management action plan by NMHSs, with recommendations for NMHSs on the development of early warning systems and the application of nowcasting in warning. Similarly, the Commission endorsed the action to prepare the PWS Guidelines on “International and Cross-border Collaboration in the Warning Process”, based on the existing PWS Guidelines on “Cross-Border Exchange of Warnings” WMO/TD‑No. 1179, PWS-9. The Commission requested wide distribution of these publications in the printed form as well as through the PWS Website.

4.5.1.26 The Commission noted that EC had been informed of the work of the Secretariat Haiti Task Team that was set up following the Haiti earthquake disaster (12 January 2010). It commended the role of the PWS Programme to this work; which was helping to strengthen the capacity of Haiti National Meteorological Service (CNM) to disseminate forecasts and warnings to authorities, the public and international agencies operating in Haiti. This was achieved through actions initiated and/or coordinated by PWSP, among them the linking of the CNM official public website to the WWIS Website as well as informing UN Organizations and the Communications for Disaster affected Communities (CDC) of how to obtain official forecasts and warnings for airing on radio and sending on emails and on mobile phones through Short Message Services (SMSs) systems. 
Social and Economic Applications of PWS

4.5.1.27 The Commission recalled that a significant component of the work of the PWS Programme concerned socio-economic issues surrounding public weather service delivery. These issues were increasingly impacting and becoming integrated into the work of the PWS OPAG. The Commission was pleased with the ongoing collaboration and interaction between the PWS OPAG, the World Weather Research Programme (WWRP) - Working Group on Societal and Economic Research and Applications (SERA), and the WMO Forum: Social and Economic Applications and Benefits of Weather, Climate, and Water Services, allowing collaboration in social and economic aspects of PWS and reducing duplications. It requested that this collaboration be continued and strengthened. 
4.5.1.28 The Commission welcomed the PWS Socio-economic Benefits of Weather, Climate and Water Services Website (www.wmo.int/socioec) which is a source for decision-support tools and case studies; for assessing, quantifying and demonstrating benefits of weather, climate and water services. It requested a revamping of this Website to allow a more streamlined structure of the resources available on the Website.
PWS Demonstration Projects

4.5.1.29 The Commission reviewed the substantial progress of the different Learning-Through-Doing (LTD) Projects being implemented by PWS Programme in RAs I, III and IV. These Projects have been established to strengthen the service delivery capability of NMHSs in Chile, Ethiopia, Madagascar, Panama and Peru. The focus for these Projects are mainly in the health sector, whereby Weather, Climate and Health Working Groups have been established to initiate and improve collaboration between the health sector and NMHSs. Agriculture and fisheries sectors have also benefited from similar partnerships with NMHSs in Chile and Peru.
4.5.1.30 The Commission was informed of the participation of PWS Programme in the planning and implementation of LTD Projects in Burkina Faso, Mali, Mauritania, Niger and Nigeria, funded by the Spanish Meteorological Service (AEMET), focusing on investigating the impact of weather and climate vector borne diseases. The Commission requested the Secretary-General to continue supporting ongoing LTD Projects as well as new projects initiated by the PWS OPAG addressing critical areas of delivering PWS to different user sectors and the public. The Commission requested that LTD projects be initiated in other WMO regions as well, in particular in the South Western part of RAII.
4.5.1.31 The Commission strongly supported the continued integration of the PWS component in SWFDP Projects, to ensure the strengthening of the capabilities of the participating NMHSs in dissemination and communication of warnings and forecasts as well as assessing and evaluating the benefits derived from enhanced services. PWS is a major component of SWFDP in East Africa, Southern Africa, South East Asia, and the South West Pacific. In the East African SWFDP, the PWS component will focus on delivery of warning and forecast services to enhance the security of lives and livelihoods of farmers and fishermen in and around Lake Victoria, benefiting Kenya, Uganda and the United Republic of Tanzania. The South East Asia SWFDP covers Cambodia, Lao People’s Democratic Republic, Thailand and Viet Nam. The Commission commended the collaboration between the OPAGs on Data-processing and Forecasting Systems and PWS in relation to these projects, and requested that they continue to work closely together in assisting Members.
4.5.1.32 The Commission was pleased with the progress of the SWFDP in Southern Africa and the positive impact the Project had had on service delivery, including: developing communication strategies and methodologies; coordinating with primary users and partners such as the media, disaster community, and the public; monitoring and evaluation of users’ feedback concerning severe weather services; and public education and outreach.
4.5.1.33 The Commission endorsed the strong engagement of the PWS OPAG with the WMO Demonstration Project on the Shanghai Multi-Hazard Early Warning Services (M-HEWS) and in particular, the World Expo Nowcasting Services (WENS) Demonstration Project (2008-2011). It recalled the objectives of the WENS Demonstration Project, which included demonstrating how nowcasting applications can enhance multi-hazard early warning services using the opportunity of the Shanghai 2010 World EXPO. The Commission commended the Project which had resulted in high levels of satisfaction registered with forecasts and warnings of heavy rain and thunderstorms. The Commission requested that a full report be prepared and published on WENS and that the results of WENS be shared with other developing countries interested in Nowcasting through an international workshop in 2011 marking the conclusion of the Project.
Capacity-Building Activities and Technical Cooperation
4.5.1.34 The Commission reiterated its call to the PWS Programme to continue its efforts in capacity-building, especially for developing countries and Least Developed Countries (LDCs). It noted that the PWS OPAG was working on establishing the competencies required within NMHSs for delivering PWS to users as well as compiling a list of available experts that can be called upon to assist with PWS training activities. It requested close collaboration between the OPAG and the Education and Training (ETR) Office in WMO in this work. The Commission also considered the benefits of attachment of personnel from NMHSs to recognized centres of excellence for the purpose of on-the-job training, and visits by experienced staff from those centres to NMHSs to assist with capacity development in those countries.
4.5.1.35 Emphasizing the importance of training in the area of socio-economic benefits of meteorological services, the Commission was pleased to note that the Training Workshop on the Assessment of Socio-economic Benefits of Meteorological and Hydrological Services (Nanjing, China, September 2009) had been organized by PWS and benefited participants from RAs I, II and V. It also noted that the Workshop on Achieving Benefits of Enhanced Service Delivery by National Meteorological Services in Eastern and Southern Africa had been planned to take place in the United Republic of Tanzania in early 2011. The Commission requested that similar training events be organized by PWSP for other WMO Regions.
4.5.1.36 The Commission strongly supported  the following guidelines for the allocation of priorities for the Public Weather Services:
(a) Highest priority for enhanced Internet access for NMHSs as a communications tool to ensure: access to data and products from producing centres, so as to allow preparation of tailor made products to meet local user requirements and their dissemination to all users as a means of improving the delivery of weather services, and promotion of the use of official consistent information from NMHSs;

(b)
Highest priority for fixed and mobile communications systems such as mobile telephones, pagers/short message system, fax-on-demand, and RANET for the dissemination of public weather warnings and forecasts; 
(c)
Highest priority for computer-based meteorological workstations to allow, through forecaster interaction, the creation of new or enhanced products for users aimed at enhanced service delivery;

(d)
Highest priority for TV/media presentation systems comprising high-performance computing and communications hardware, peripherals and software, video equipment for television production, as well as the related training of staff; and,
(e)
Highest priority for training related to delivery of user-centric PWS that included training in user and customer consultation and outreach, media skills (writing and presentation), product design, and public awareness.

The Commission encouraged close collaboration with OPAG on ISS in addressing communication and internet access issues raised in (a) above.
Quality Management Framework

4.5.1.37 
The Commission supported the recommendation by EC-LXII (Geneva, June 2010) to establish a Pilot Project for QMS implementation in the WMO Secretariat and agreed that it would bring potential benefits in terms of more cost-effective and responsive Secretariat services and processes. It agreed that this was in-line with WMO special emphasis on service delivery. Noting the leading role of the PWS Programme in the implementation of the WMO Strategy for Service Delivery (see paragraph 4.5.1.3), the Commission requested that QMS be mainstreamed in PWS activities.
4.5.1.38 
The Commission noted the plans to produce a generic guide fit for all WMO Programmes, defining the procedural and organizational requests. Such a guide would also include NMHSs Quality Manuals and related manuals for accreditation, safety management, occupational health and safety management and environmental management as best practice examples. The Commission encouraged its members to cooperate closely with the Secretariat in contributing, exchanging and using such examples.
Annex to paragraph 4.5.1.3 of the general summary
WMO GUIDING PRINCIPLES FOR SERVICE DELIVERY

1. Purpose


The purpose of this document is to propose Guiding Principles for Service Delivery that will assist National Meteorological and Hydrological Services (NMHSs) in the provision of weather-, climate- and water-related services that incorporate user needs and performance metrics. While there is no prescriptive way to provide services, the Guiding Principles aim to improve service delivery by sharing best practises between NMHSs and to increase focus of WMO Programmes on service delivery in accordance with the WMO Strategic Plan.

2. Introduction

Effective service delivery is a fundamental requirement for NMHSs if they are to meet national needs. However, there are many different interpretations of the concept of service delivery as it relates to the provision of weather-, climate- and water-related services. Several of these are defined and discussed in this paper with the intent of forging an international WMO Guiding Principles for Service Delivery.

3. Principles guiding effective Service Delivery

(a)
User engagement and feedback is essential in designing and delivering effective services;

(b)
Sharing best practises leads to effective and efficient service design and implementation;

(c)
Service concept applied to all WMO activities and culture change is essential to ensure the success of service delivery;
(d)
Partnership with other international and regional organizations that are also engaged in delivering services is essential in maximizing the use of weather, climate and water information for decision making.

4. Attributes of effective services


Effective services should be:

(a) Available: at time and space scales that the user needs;
(b) Dependable: delivered regularly and on time; 

(c) Usable: presented in user specific formats so that the client can fully understand;

(d) Useful: to respond appropriately to user needs;

(e) Credible: for the user to confidently apply to decision-making;

(f) Authentic: entitled to be accepted by stakeholders in the given decision contexts;

(g) Responsive and flexible: to the evolving user needs; 

(h) Sustainable: affordable and consistent over time; and

(i) Expandable: to be applicable to different kinds of services.

5. The role of WMO in the Guiding Principles for Service Delivery

1.1 WMO provides international coordination and sets standards for weather-, climate- and water-related products and supporting services. This includes observations, data quality, and telecommunications. The data underpinning meteorological and related products require international coordination and validation to guarantee that they meet the needs of the product generating centres. The communication systems that move data and products globally are coordinated through WMO. The assessment, and objective verification of products that are generated by one country and used by others may also be coordinated by WMO and the results shared and used in the process of improving the quality of products for all.

1.2 WMO also provides guidance for service delivery which is used to good effect by all Members.  However, Guiding Principles for Service Delivery are required to provide a more uniform and structured approach for WMO and its NMHSs on service development and delivery applicable to all weather, climate and water information.

1.3 NMHSs deliver a wide range of weather-, climate- and water-related services to meet a broad range of needs. In the majority of these cases needs are defined nationally, the major exceptions being services for international aviation and shipping, which conform to international standards and defined user requirements. Providing an international strategy through WMO will enable NMHSs to improve national service delivery by sharing better practises and supporting mutually agreed guidelines, and by increasing the user targeting of the services. 

1.4 The Guiding Principles on Service Delivery will also help enable capacity building within NMHSs in order to make best possible use of resources. This is achieved by focusing the assignment of resources to countries with the greatest need for assistance in service improvements, or to relevant Secretariat activities required to underpin and coordinate this capacity building. 

6. What drives the priority of Service Delivery in NMHSs?

1.1 The public and political assessments of the effectiveness of NMHSs occur continuously. These depend largely on how effectively the NMHSs meet the service delivery standards of the nations they serve. Confidence in NMHSs derives from demonstrated capability to deliver services in a way that meets national and public needs. It is not enough that staff within the NMS or NHS consider the services they provide to be world-class, highly accurate or even perfectly usable and relevant to their community’s needs, what is required is that the community receives services that meet their needs. This requires concerted effort for direct communication and engagement with the users.

1.2 The ability of an NMS or NHS to meet national service delivery needs is put to its most critical test when an extreme hydrometeorological event occurs and then even the best forecast, issued on time, is no defence in the event of a national disaster if no one used that forecast. Providing effective warning, forecast and assessment products and services depends on a system that engages users, the problems, the risks and the values throughout the process. Most of the utility of weather, climate and water information, added or lost in the value-chain of decisions and actions between the physical phenomena and their subsequent impact, occurs in communicating the information to users and in the behaviour of users in response to that information, and ultimately in the effect of their decisions in societal and economic outcomes. If the user cannot make changes or there is no effect on the outcome, the information is of little direct value.  Value can be increased by improving the forecast, by improving communication, and by improving the decision-making process. If the currently available information is underutilized, value will likely accrue if the communication or decision-making process is improved. Service delivery is about providing the service that the users actually use because it meets their needs.

1.3 Countries make choices about which services their NMHSs will deliver. Generally, NMHSs must meet the key public needs in such a way as to have the greatest beneficial impact on their community. In one sense, this makes prioritization straightforward for NMHSs because it is clear that the activities that contribute most to the safety of life and property have the highest priority. However, the risks are not always obvious to national governments and are rarely objectively or continuously assessed. 

7. Elements of service delivery for WMO

7.1 The WMO Strategic Plan emphasizes enhancing the capabilities of Members to provide and use weather, climate, water and environmental applications.

7.2 WMO Programmes, as part of the Guiding Principles on Service Delivery, should adopt improving service delivery as part of their responsibility to assist NMHSs, including by encouraging them to: 

(a)
Evaluate user needs and decisions, including drivers to:

· Increase understanding and acting upon societal and economic requirements for impact-related weather, climate, water and air quality services;

· Increase training and provision of guidance material to enhance NMHSs and partner organizations’ ability to deliver useful services;

· Expand the use of weather, climate and hydrological services;

· Improve the decision making capability of Members by providing appropriate inputs to Members, including through integrated early warning of sector specific impacts, and information related to climate risk management and adaptation to climate change;
(b)
Develop and improve Service Delivery mechanisms to:

· Improve relevant, timely, cost-effective and useful products and services that can be used beneficially by WMO Members;

· Increase collaboration and cooperation between NMHSs, sectors and government agencies whose day-to-day activities are affected by weather and climate and which can benefit from improved weather, climate and water services;
(c) Define service outcome effectiveness to:

· Effectively use performance management approaches, tools and methods;

· Ensure more people take effective action in response to information received; 

· Increase participation of NMHSs in Members’ meteorological and hydrological risk management activities;
(d)
Establish governance practices by:

· Ensuring that information is received and acted upon;

· Learning from successful outcomes;

· Sharing responsibility with all the partners engaged in Service Delivery.

8. Evolving User Needs

8.1 Service delivery must focus on collaborative problem solving which requires full engagement between providers and users. Service delivery is a complex issue and there are gaps in how services are delivered. These gaps need to be addressed and reduced. A service for a particular sector involves a broad partnership of producer and user organizations, meteorologists and related scientists, and practitioners from user sector and supporting organizations. It provides an opportunity to interlink global, regional and national information systems; to provide comprehensive modelling and analytical capability to address problems at regional and local scales, and to provide for a distributed decision-relevant research and development capability. It is the latter, which sets this service apart from the traditional, exclusively science-based forecasting service. Each service must be adapted to the sector it serves.

8.2 With evolving needs of users, in order to stay relevant, NMHSs need to adapt themselves to user requirements. Implicitly, although service delivery is part of the role of NMHSs and collaborating organizations on technical matters, it should ideally be a partnership between environmental and social organizations. As such, one approach is to create a mechanism, which may be in the form of a real or virtual co-location of providers and users of weather, climate and water information who work together, iteratively, to deliver timely, effective and user specific services. It brings together the operational capacity of providers and users of weather, climate and water information and services. The mechanism, which may be called a “platform”, an “approach” or a “framework”, integrates environmental and user-specific data to determine impacts on the public and social and economic sectors such as energy grid management, construction sites, flood control and urban inundation agencies, emergency responders including the police and fire services, hospitals, transportation, accident management and control, airports, harbours, etc. The benefit to users would be an operational network that evolves to meet specific user needs, forecasts systems targeted to user decisions and an integrated system that aligns weather, climate and water information with social, economic and other user-specific information. A public service “platform”, “approach” or “framework” would provide the opportunity to focus on strengthening ground-based observation systems, strengthening surveillance, creating integrated early warning and assessment systems for weather, climate and hydrological forecasting systems, and providing fast, efficient and unified service delivery. The “platform”, “approach” or “framework” (representing all the operational providers and users) is instrumental in setting requirements for research and development.

8.3 The net effect should include strengthening partnerships with key user sectors and government ministries. The aim would be to realize tangible and quantifiable benefits to communities by exploiting new operating partnerships between user and provider to share responsibility for effective delivery of services. This would include the development of new tools and methods to strengthen dialogue and collaboration between provider and user, especially the implementation of more interactive early warning and forecasting systems for weather, climate and water, which are integrated into every level of governance from the community level to the national infrastructure.

8.4 By distinguishing between service delivery and production, emphasis is placed on information sharing, joint information dissemination, joint research and training, and joint product development between the service provider and the user. In addition to the information generated by the NMS, the platform would also seek to integrate data from outside partners, both national and international, so that users have access to all relevant information through a single source with which they can work directly.

9. Responsibilities of WMO Members

WMO Members will:

9.1 Rely on technological advancement to optimize forward looking service delivery, and this will be particularly important in building capacity in service delivery in developing countries.

9.2
Agree on minimum guidelines and approaches for the development and provision of weather, climate or hydrological services. The approaches may be nationally determined, monitored and evaluated and results should be exchanged among WMO Members. The evaluation should include user assessment of the services intended for their use.

9.3
Transfer knowledge through advanced capacity-building approaches (e.g., by engaging in regional partnerships and documentation of best practices).

9.4
Engage in regional focus on user needs through information platforms (e.g., METEOALARM in Europe), regional workshops and forums for different user sectors.

9.5
Develop acceptable metrics to determine the effectiveness of NMHSs’ service delivery and agreed programmes that monitor and assess service quality and effectiveness.

9.6
Exchange information between NMHSs on their effectiveness in engaging users and measuring outcomes as a means of capacity building.

9.7
Understand better the relevance of their services judged in the context of user needs. The information will be used to improve the efficiency and effectiveness of all WMO Programmes, and, as a consequence, of all Members. Quality management is an important element of these Guiding Principles.

9.8
Establish a time-frame for reviewing the Guiding Principles.
10. Implementation of the Guiding Principles


Taking into consideration the strong coordination aspect of service delivery, the following activities, among others, need to be undertaken to apply these Guiding Principles:

(a) Establish an approach within the NMHS to respond to needs of selected user communities;

(b) Conduct a survey of NMHS service delivery priorities, and develop an inventory of existing good practices;

(c) Apply the new approach to at least one priority service;

(d) Evaluate the results of service quality taking into account the guidelines and approaches (see 9.2) and user satisfaction.

11. Definitions related to provision of weather, climate and water

11.1 NMHSs (always used in the plural) – National Meteorological Services (NMSs) and National Hydrological Services (NHSs); NMS – A National Meteorological or Hydrometeorological Service; NHS – A National Hydrological Service. 

11.2 Users – Users are individuals or organizations with responsibilities for decisions and policies in sectors that are sensitive to weather, climate and water and for whom products and services are provided by NMHSs or collaborating organizations. If the user has paid directly for the service, he/she is generally called a customer. 

11.3 Providers – Individuals or entities that produce or acquire weather, climate or water information or products that are then supplied in support of users’ needs in this regard. NB: Providers may include NMHSs, Collaborating Organizations, other meteorologically-relevant agencies and the private sector, but this present strategy focuses only on WMO NMHSs.
11.4 Collaborating Organization – An organization or entity (e.g. a University, a specialized non-government centre, a relevant government agency) of a WMO Member that provides complementary/additional weather, climate or water information to NMHSs or directly to users, under terms and conditions that have been mutually agreed. 

11.5 Product – A product is basic information such as observations, datasets, or information that is created by an analysis or forecast process.  For example, products include a warning of a tropical cyclone, a forecast of heating degree days for the next five days, a seasonal forecast, a time series, a climatological normal, a hydrological risk map, a satellite image, etc.  

11.6 Service - A service is a product delivered or activity that is carried out (advice, interpretation, etc.) that meets the needs of a user or that can be applied by a user. A true service is therefore based on an understanding of the user’s requirements, provides information, products and advice that is tailored for the user, e.g. in terms of timing, format, or content, and maintains a dialogue with the user. Providing a user access to a tropical cyclone warning in a convenient and timely manner is a non-user-specific service.  Providing a customer access, for a commercial fee, to the five-day forecast of degree heat days, for example, is also a non-user-specific service. Both government and non-government entities supply weather-, climate- and water-related services (see also 3.3 and 3.4 above). 

11.7 Service Development - A service should be co-developed by the user and the provider of the weather, climate and water products, a process which reflects the increasing importance of user-defined products and services, which integrate weather, climate and water information into user decision support systems.

11.8 Service Contract - Services may be provided as a public good; on a contractual basis to certain users or on a commercial basis to a fee paying customer.  In all cases there is an implicit or explicit contract between the provider and user of the services to strive to meet the needs of the user. 

11.9 Fit for Purpose – Within the implicit or explicit contract between the provider and user, and resulting from an extensive dialogue between the provider and user, ‘Fit for Purpose’ implies a clear understanding and agreement in terms of:

· What is the information need?

· How will the information be provided?

· How will the information be used?

· The risks inherent in the decisions to be made using the information;

· The strengths and weaknesses of the information being provided (including verification and inherent uncertainties).

11.10 Service Delivery Process - The service delivery process describes the end-to-end activity of:

· Preparing and delivering the service;

· Ensuring that the service is fit for purpose;

· Establishing a feedback system that monitors the user/customer needs and their feedback on the quality of the service provided; and,

· Managing the service performance continuously for service improvement over time, with respect to current and evolving user requirements.

_________
