








[image: docx4j-logo]CBS Consult. 2018/Doc. 4(2), DRAFT 1, p. 4
	[bookmark: _GoBack][image: wmo_logo_e_black]World Meteorological Organization
COMMISSION FOR BASIC SYSTEMS
2018 Consultation
	CBS Consult. 2018/Doc. 4(2) 

	
	Submitted by:
Chair, OPAG/PWSD
14.I.2019
DRAFT 1


[bookmark: _APPENDIX_A:_]
GUIDE TO GENERAL SERVICE DELIVERY

SUMMARY AND PURPOSE OF DOCUMENT

The document provides for a proposed CBS Recommendation according to CBS 2018 consultation process. This CBS consultation is in line with the process proposed in Annex 1 of WMO Letter 01194/2018/OBS/CBS/TECO-2018 dated 1 February 2018, and follows review of proposed draft Congress Decisions/ Resolutions/Recommendations by the CBS Management Group at its 18th Session (Geneva, 29 March 2018) on the basis of those discussed at the CBS Technical Conference (CBS-TECO, Geneva, 26-29 March 2018). 


DECISIONS/ACTIONS REQUIRED:
The Commission is invited to review the proposed Recommendation, and provide feedback in writing through cbs-consult-2018@wmo.int: 
Draft Recommendation 4(2)/1 — Preparation of a Guide to General Service Delivery

_________________
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GUIDE TO GENERAL SERVICE DELIVERY
THE COMMISSION FOR BASIC SYSTEMS,
Recalling:

(1)	Decision 14 (CBS-16) - That the Guide to Public Weather Services Practices (WMO-No. 834) should be completely revised to include broadened responsibility of Members for the routine delivery of services to public and other users,
(2)	Decision 39 (EC-69) – Development of a General Service Delivery Guide based on existing Guides developed by WMO Programmes and Technical Commissions,
(3)	Decision 10 (EC-70) – Endorsing the outline of the “Guide to General Service Delivery as contained in the Annex to this Recommendation to be developed with the participation of all technical commissions and programmes of WMO whose functions include service delivery for consideration by Cg-18,
(4)	Decision 11 (EC-70) - Requests that establishment of standard interfaces (e.g. protocols or APIs) for accessing data and services for public service delivery, as expressed in the CISD Concept Paper, and gathering of the related user requirements be progressed by CBS as part of the seamless GDPFS implementation.
Noting the ongoing work to update the Guide to PWS Practices (WMO-No. 834);
Recommends that drafting of the “Guide to General Service Delivery” proceed in accordance with the outline as contained in Annex 1,
Requests the Secretary-General to:
(1) 	Coordinate a WMO-wide approach to service delivery;
(2) 	Allocate resources within available budget for the development and drafting of the “Guide to General Service Delivery”.

_________________
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OUTLINE OF GENERAL SERVICE DELIVERY GUIDE
1.	Introduction
Building Blocks for the General Service Delivery Guide (brief description and relevance)
(a)	The WMO Strategy for service delivery and its implementation plan (WMO-No. 1129)
(b)	Guide to Public Weather Services Practices 732(WMO-No. 834)
(c)	Guide to Practices for Meteorological Offices Serving Aviation (WMO-No. 732)
(d)	Guide to Marine Meteorological Services (WMO-No. 471)
(e)	Implementation Plan of the Global Framework for Climate Services
(f)	Step-By-Step Guidelines for Establishing a National Framework for Climate Services (WMO-No. 1206)
(g)	Guide to Hydrological Practices – Volume II (WMO-No. 168)
(h)	Valuing Weather and Climate: Economic Assessment of Meteorological and Hydrological Services (WMO/World Bank/USAID) (WMO-No. 1153)11
(i)	WMO Guidelines on Multi-Hazard Impact-based Forecast and Warning Services (WMO‑No. 1150)
(j)	Global Weather Enterprise – input from beyond the NMHSs
(k)	Service delivery in the private sector
2.	Standard setting, regulation and accreditation
	Concept of authoritative voice within service delivery 
	Common Standard Interface for Service Delivery 
	Public Private Engagement (PPE)
3.	Communications
Fundamentals of communication
Importance and value of good communication
Developing and fostering good communication practices
The human dimension
4.	Technical Foundations
Technical expertise and excellence
Robust and resilient systems
Efficient production of services to meet user needs
5.	Channels for Service Delivery
Services to be aligned with advancements in communication technologies
Services to be agile in responding to changes and developments and applications of communication technologies
Machine to machine capabilities and their role in service delivery
6.	Customers, Clients, Users and Partners
Definitions, descriptions
Importance of user engagement
Understanding user needs
Managing user expectations
7.	User Feedback
Formal and informal feedback
Strategies and techniques for gathering user feedback (including statistics of property and economic losses)
Employment of user feedback in devising improvements to products and services
8.	Training and development
Changing and evolving role of forecasters in service delivery 
Training of users and stakeholders
Training of frontline service delivery personnel
Training of service managers
Management training
9.	Promotion and marketing
Perceptions of service quality
Building the trust of users and stakeholders
Delivering user satisfaction
10.	Monitoring and Evaluation
Setting useful performance indicators
User-based evaluation of Service Delivery standards
Coordinated evaluation across public and private sectors in line with WMO Guidelines
11.	Sector-specific aspects of service delivery
Public Weather Services
Aviation Weather Services
Marine Weather Services
Land transport Services
Agro-meteorological Services
Hydrological Services
Climate Services
Services to Emergency Management
Services to Media 
Services to support forecast and warning needs of specific emerging areas:

(a)	Urban and coastal areas
(b)	Environment/air quality
(c)	Sustainable transport 
(d)	Weather/Climate and Health 
(e)	Energy etc.
(f)		Forest Management and Wildfires.
12.	Service Delivery Action Plan
13.	Bibliography and Further Reading
_________________
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