Annex 2 to Study Report GoS 8.2

	GOS RECOMMENDATION 8.2: REVIEW A GIVEN MIX OF FUNCTIONS

SURVEY REPORT ON TWO QUESTIONNAIRES DISTRIBUTED TO THE SERVICE-PROVIDERS AND TO THEIR RESPECTIVE USERS 



Introduction

Council Resolution 1210, on implementing the recommendations of the Group of Specialists, contains a recommendation (# 8.2) on improving efficiency and eliminating duplication. In order to start work on implementing this study task, a questionnaire survey was carried out in house in connection with the service-provider units identified in this recommendation and the relationship with their end-users. The purpose of this document is to present the findings of this two-fold survey. 

Objectives

· To eliminate duplication;

· To improve inefficient use of resources.
Scope

To cover the functions involving corporate communications, publications, documentation, document control and marketing. 

Background

The study comprises three phases. 

Phase 0 was to form a Task Management Team (TMT).

Objective of Phase I was to document the basis facts regarding each function under review. To do this, design and distribute two questionnaires, one to the manager of each service-provider unit concerned, and the second to the respective users concerned (within the secretariat only). The end-users who are outside the secretariat (e.g. customers of ITU publications) were excluded from the scope of the study due to lack of time and resources. 

Objective of Phase II was to identify and evaluate concrete improvements for increased effectiveness, both relating to working methods and tools and also to organisational changes. 

Breakdown: 4 different service provider categories had been identified by GoS for the purpose of carrying out this survey: Corporate Communications and Marketing (A); Publication Production and Document Production (B); Printing and Distribution (C) and Document Control (D). 

Email and electronic documents have been used to the extent possible to minimise use of scarce staff-time in meetings.

Actions to date: TMT was constituted, comprising Mssrs. Giroux, Goossen, Kelly and Radjy (Team Leader). Mrs. Behrouz acted as the Project Officer and, assisted by Miss Kajganic, provided the necessary administrative support. Mrs. Guy and Mrs. Pettex provided invaluable support by developing the necessary data application software system used to track the questionnaire replies. The TMT had 4 meetings in addition to various consultations via Email.

Step I: After review by TMT, the first questionnaire to service provider units was distributed by Email to the service-providers concerned. Of the 18 questionnaires sent out 14 replies were received. 

Step 2: After further review by TMT, the second questionnaire to users was designed based on the same criteria and methodology as the first questionnaire. It was distributed by Email to the users of the service-providers concerned.  Of the 89 questionnaires sent out to 36 user managers 11 replies (some managers received several questionnaires to fill in (amounting to the overall return of 36 questionnaires)) were received to date.

Note.- The dispatching of the 2nd questionnaire coincided with a very heavy workload for most of ITU staff involved in this survey (World Telecom 2003 and WSIS). 

Step 3: At the latest meeting of TMT, the methodology for evaluating the replies to the 2 questionnaires sent out was agreed upon. It was decided to analyse the replies in relation to duplication, efficiency and suggested improvements. All the information received was entered electronically in the database with a cut-off date of 13 February 2004.  

Findings

In line with the GoS Recommendations, 4 different categories were identified to take part in this survey: Corporate Communications and Marketing, Publication Production and Document Production, Printing and Distribution (documents and/or publications) and Document Control, constituting 18 Service Providers. A questionnaire was sent to the manager of each service-provider unit. 14 replied. 

Additionally, a separate questionnaire was sent to all the user-units of each service.  36 replies were received out of the 89 questionnaires sent out. 

A)
Corporate Communications and Marketing

7 different services were identified to take part in this survey from this category: Corporation Communications, Marketing Service, Sales Service, Marketing & Business Development Division, Partnerships, Promotion & ITU-D Membership, Text Editing and Publication Division and Promotion Coordinator, Communications and Promotion. Out of the 7 service units, 4 are within the General Secretariat, and the remaining 3 are one from each Sector. 

Only 3 out of 7 managers responded to the 1st questionnaire sent out to service-providers. 

A.1
Corporate Communications (SG/CEC/CCU)

Main function: No reply by service provider.

Duplication: NR*
Efficiency: 

Strength:  NR
Weakness: NR 

User satisfaction: Rated 3.5 out of a maximum of 5 by its users (2 replies out of 6). Self-rating NR. 

Improvements: 

Service Provider: NR
User Unit: Constraints using logo; limited access to ITU press and public information database.

A.2
Marketing Service (SG/SAMA/MKT)

Main function: Market ITU publications.

Duplication: None

Efficiency: 

Strength:  Reliability and good in-house knowledge.

Weakness: Limited resources due to budgetary restrictions. 

User satisfaction: Rated 4.5 out of a maximum of 5 by its users (3 replies out of 5). Self-rating 3.2. 

Improvements: 

Service Provider: Solving conflictual situations with author units.

User Unit: Service provider should make greater use of advertising ITU publications. It should also provide more financial sales statistical feedback with regard to ITU publications.   

A.3
Sales Service (SG/SAMA/SALES)

Main function: Sell ITU publications.

Duplication: None

Efficiency: 

Strength:  After sales service; timely dispatching and delivery to customers.

Weakness: Decision power not shared; limited IT skills; limited knowledge of publications sold.

User satisfaction: Rated 3 out of a maximum of 5 by its users (2 replies out of 5). Self-rating 4. 

Improvements: 

Service Provider: Lack of new publications, delays in delivery and payments and administrative limitations.  

User Unit: Timely automatic advance notification of new publications as available.     

A.4
Marketing & Business Development Division (SG/TELECOM/BDM)

Main function: No reply by service provider.

Duplication: NR
Efficiency: 

Strength:  NR
Weakness: NR
User satisfaction: Rated 2 out of a maximum of 5 by its users (1 reply out of 3). Self-rating NR. 

Improvements: 

Service Provider: No reply by user managers.

User Unit: A number of tasks, especially relating to work carried out by other ITU service providers, should be managed directly by the user section without the intermediary of BDM.

A.5
Partnerships, Promotion & ITU-D Membership (BDT/PSF/PPM)

Main function: Development of business partnerships with public and private sectors, financial organizations, academies, as well as regional and international organizations.

Duplication: None

Efficiency: 

Strength:  Dedicated and professional team; focus on high level of member satisfaction.

Weakness: Limited IS support due to resource constraints.

User satisfaction: 0 replies out of 3.
Improvements: 

Service Provider: Overall economic environment of telecom sector.  

User Unit: No reply by user managers.

A.6
Text Editing and Publication Division (BR/IAP/EDP)
Main function: No reply by service provider.

Duplication: NR
Efficiency: 

Strength: NR  

Weakness: NR
User satisfaction: No reply by user managers. 

Improvements: 

Service Provider: NR

User Unit: NR
A.7
Promotion Coordinator, Communications and Promotion (TSB/ASEP) 

Main function: Follow-up of ITU-T standards approved by AAP until publication, including presentation; registration of delegates and document control.

Duplication: None

Efficiency: 

Strength:  Good in-house knowledge and cooperation between with author units.

Weakness:  Excessive delays by the translation section seriously hinder workflow. 

User satisfaction: Rated 4.5 out of a maximum of 5 by its users (2 replies out of 4). Self-rating 4. 

Improvements: 

Service Provider: Necessity to become very polyvalent within unit because of limited resources.


User Unit: More autonomy to avoid delays.

B)
Publication Production and Document Production

B.1
Publication Composition Service (SG/SC/COMP) 

Main function: In-house desktop publishing of ITU publications. 

Duplication: Yes

Efficiency: 

Strength:  Offers specialized service.

Weakness:  Excessive delays by the author units. 

User satisfaction: Rated 3.5 out of a maximum of 5 by its users (4 replies out of 9). Self-rating 4. 

Improvements: 

Service Provider: Bad forecasting by author units; work badly prepared by author units; slowdown of production.


User Unit: Pre-publication process heavy and out of date. Lack of transparency to user units. Proofreading service supplied without author request causing unexpected delays.

B.2
Electronic Publishing Service (SG/SC/EPUB)

Main function: Professional development and production of multimedia publications (CD-ROM, DVD-ROM, web-based publications with value-added features). 

Duplication: Yes

Efficiency: 

Strength:  Great experience in software tools and technical skills.

Weakness:  Limited human resources. 

User satisfaction: Rated 4.75 out of a maximum of 5 by its users (4 replies out of 4). Self-rating 5. 

Improvements: 

Service Provider: Better promotion of unit’s skilled services.


User Unit: Greater interlinking between this unit and other relevant services within Common Services Department essential for its successful future.

B.3
Document Composition Service (SG/CONF/POOL)

Main function: Text-processing of translated ITU texts (E/F/S) on paper and electronic support and preparations of conference documents in final format and web posting. 

Duplication: No

Efficiency: 

Strength:  Great experience in software tools and technical skills; rapid return; instant archiving.

Weakness:  Constant turnover of staff implicating constant training of new staff. 

User satisfaction: Rated 4.67 out of a maximum of 5 by its users (3 replies out of 7). Self-rating 5. 

Improvements: 

Service Provider: None


User Unit: None

B.4
QUICKPUB (SG/CONF/QUICKPUB)

Main function: Rapid desktop publishing of ITU-T Recommendations.

Duplication: Yes

Efficiency: 

Strength:  Flexibility and good interaction with the corresponding services in TSB, EDMG and Pool. Good at meeting TSB’s objectives.

Weakness:  TSB workload distributed to 2 services creating work inefficiencies.  

User satisfaction: Rated 4.67 out of a maximum of 5 by its users (3 replies out of 7). Self-rating 5. 

Improvements: 

Service Provider: NR

User Unit: NR
C)
Printing and Distribution (documents and/or publications)

C.1 
Reprography Service and External Printing Service (SG/SC/REPRO and IMPEX)

Main function: Cost-effective, timely and quality printing and dispatching of conference documents and ITU publications on paper and CD-ROM.

Duplication: No

Efficiency: 

Strength:  Flexibility and good interaction with the corresponding services in TSB, EDMG and Pool. Good at meeting TSB’s objectives.

Weakness:  TSB workload distributed to 2 services creating work inefficiencies.  

User satisfaction: No reply from its user-unit (0 reply out of 1). Self-rating 5. 

Improvements: 

Service Provider: Difficulty in meeting deadlines because of restrictive administrative and financial procedures 

User Unit: Provide a catalogue of sample paper for its customers to consult before printing.

C.2 
Conference Documents and Dispatch Service (SG/SC/ PDD/DCEXP)

Main function: Cost-effective, timely and quality printing and dispatching of conference documents and ITU publications on paper and CD-ROM.

Duplication: No

Efficiency: 

Strength:  Flexibility and good interaction with the corresponding services in TSB, EDMG and Pool. Good at meeting TSB’s objectives.

Weakness:  TSB workload distributed to 2 services creating work inefficiencies.  

User satisfaction: No reply from its user-unit (0 reply out of 1). Self-rating 5. 

Improvements: 

Service Provider: Difficulty in meeting deadlines because of restrictive administrative and financial procedures 

User Unit: Provide a catalogue of sample paper for its customers to consult before printing.

D)
Document Control

D.1
Coordination (Unit SG/CECS/CEC) 

Main function: Conference/meeting coordinator providing operational, administrative and logistic support for meetings of the General Secretariat.

Duplication: Yes

Efficiency: 

Strength:  Good knowledge of PP and Council texts and capacity to adapt to directives and requirements. Good in house knowledge.

Weakness:  Providing accurate document production forecasts. Lack of IT and HR expertise.  

User satisfaction: Rated 4.25 out of a maximum of 5 by its users (4 replies out of 8). Self-rating 4. 

Improvements: 

Service Provider: Late contributions; lack of internal coordination with regard to ITU-wide approach to handling documentation.

User Unit: NR.

D.2
Administration Division (BR/IAP/ADM)

Main function: Conference/meeting coordinator providing operational, administrative and logistic support for meetings of the Radiocommunication Bureau.

Duplication: None.

Efficiency: 

Strength: Satisfactory service to Member States and Sector Members as delegates in the work of the BR. 

Weakness:  None.  

User satisfaction: Rated 5 out of a maximum of 5 by its users (1 reply out of 4). Self-rating 5. 

Improvements: 

User Unit: Timely registration and submission of documents by delegates.

Service Provider: NR.

D.3
Administration, Meetings, Documents & Logistics Service (TSB/ASEP/AMDL) 

Main function: Conference/meeting coordinator providing operational, administrative and logistic support for meetings of the Telecommunication Standardization Bureau.

Duplication: None.

Efficiency: 

Strength: Satisfactory service to Member States and Sector Members as delegates in the work of the BR. 

Weakness:  None.  

User satisfaction: Rated 4.5 out of a maximum of 5 by its users (2 replies out of 4). Self-rating 4.75. 

Improvements: 

User Unit: Excessive delays by the translation section means late delivery of translated documents.

Service Provider: Become more autonomous to avoid bottleneck situations within TSB.

D.4
ITU-D Study Group Unit (BDT/IOS/STG) 

Main function: Conference/meeting coordinator providing operational, administrative and logistic support for meetings of the Development Bureau.

Duplication: None.

Efficiency: 

Strength: Rapid and efficient service. 

Weakness:  Does not possess a specific document control system.  

User satisfaction: Rated 4.5 out of a maximum of 5 by its users (2 replies out of 4). Self-rating 4.75. 

Improvements: 

User Unit: Delay in submission of contributions; Documentum not yet operational within unit.

Service Provider: NR.

D.5
Document Production and Administration (SG/CONF/LING)

Main function: Intermediary between translation services and clients to ensure timely production of meeting documents.

Duplication: None.

Efficiency: 

Strength: Contact for all ITU customers; expertise in conference work and document processing.

Weakness: Subordination to customers’ goodwill.  

User satisfaction: No reply received by its users (0 replies out of 4). Self-rating 4. 

Improvements: 

User Unit: Excessive delays by the translation section means late delivery of translated documents.

Service Provider: NR.

* NR = No reply
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