4
EC-65/Doc. 4.1(2), DRAFT 1, p. 100

Appendix 7: action PLAN outline

This Implementation Plan does not propose a rigid template for a service delivery action plan as each NMS or service provider will be at a different stage of development and activity. Nevertheless, the following provides some guidance on the elements that should be included in such an Action Plan.

a) Current assessment of service delivery progress;

b) Identification of gaps for each element; and

c) Identification of specific actions which will be undertaken to reduce each gap. For each action the identification should include:

· Relative priority of that action;

· Target date for completing the action (with appropriate interim milestones and review points);

· Evidence that will be available to demonstrate success on the action;

· Senior manager accountable for completing the action;

· Resources that will be directed to the action; and

· Anticipated future actions to advance to a higher level of the service delivery progress chain.

There are a variety of ways that an action plan containing these elements could be structured. Below are two examples:

Action Plan Example 1
Scope – identification of the organization, including the specific components of the organization covered by the Action Plan (it may not be the entire organization) and the timeframe covered by the plan (the term).

Responsibility – identification of the Service Delivery Champion.
Current Assessment and Gap Identification – using the organization’s Assessment Report, state the development level as per the SDPM (i.e., Undeveloped, Development Started, Development in Progress, Developed or Advanced) for each of the six strategy elements. Identify the development level the organization intends to achieve over the term of the action plan and indicate the relative priority of addressing each element.
	Strategy Element:
	Current Level:
	Target Level 
(by end of term of 
the Action Plan):
	Priority to Address:

	Evaluating user needs and decisions
	
	
	

	Linking service development and delivery to user needs
	
	
	

	Evaluating and monitoring service performance and outcomes
	
	
	

	Sustaining improved service delivery
	
	
	

	Developing skills needed to sustain service delivery
	
	
	

	Sharing best practices and knowledge
	
	
	


Actions to be Undertaken – a listing of projects or activities to be undertaken over the term of the Action Plan. For each project or activity there should be a cross reference to which elements and target levels identified above it will address. There should also be an identification of the lead manager for the project or activity and as detailed as possible listing of the resources that will be assigned to it.

	Project (or Activity):
	Service element(s) addressed:
	Lead manager:
	Supporting resources (people and funding):
	Target completion date including interim milestones:

	Project 1
	
	
	
	

	Project 2
	
	
	
	

	Project 3
	
	
	
	


Anticipated Next Steps – identification of future intentions to advance the organization to a higher level of service delivery capability. This could include the identification of longer-term projects that will allow the organization to move beyond the target levels covered by this Action Plan.

Action Plan Example 2
Scope – identification of the organization, including the specific components of the organization covered by the Action Plan (it may not be the entire organization) and the timeframe covered by the plan (the term).

Responsibility – identification of the Service Delivery Champion.
Current Assessment, Gap Identification and Action – using the organization’s Assessment Report, for each of the six strategy elements state the development level as per the SDPM (i.e., Undeveloped, Development Started, Development in Progress, Developed or Advanced), followed by an analysis of the gap between the current level and the level the NMS intends to achieve over the term of the action plan, i.e., what is missing between where the organization is today and where it wants to be by the end of the term of the action plan and identify a project or activity to be undertaken to address the gap. For each project or activity there should be an identification of the lead manager for the project or activity and as detailed as possible listing of the resources that will be assigned to it.
	Strategy Element:
	Current Level:
	Gap:
	Actions to be Undertaken to Address Gap:
	Lead manager:
	Resources:

	Evaluating user needs and decisions 
	
	
	
	
	

	Linking service development and delivery to user needs
	
	
	
	
	

	Evaluating and monitoring service performance and outcomes
	
	
	
	
	

	Sustaining improved service delivery
	
	
	
	
	

	Developing skills needed to sustain service delivery
	
	
	
	
	

	Sharing best practices and knowledge
	
	
	
	
	


__________

