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V. What are the major lessons learned concerning Service First?

· Collocation, and other Service First activities, cannot be dictated by Washington; there’s no one-size-fits-all model here. Each location is different; each collocation and Service First effort must be tailored.

· Service First must be developed using adaptive management. Whatever you do initially needs to be modified as you get feedback on how it’s working.

· Since there’s no single model or template for all Service First work, field units can decide where to increase their partnerships by asking the employees one simple but powerful question: 

Where does it make sense to share resources?

· Involve your employees at every step in planning and implementing the effort

· Senior management support is necessary, to show overall commitment in the approach, to set goals that need to be met, and then to let staff teams figure out how to meet those goals

· The organizations must be seen as equals

· You need to inform the public about this change, why it’s occurring, how it will benefit them. They’ll be supportive once they understand what’s happening

· Service First will definitely help you provide more and better service to the public, and do a better job on the land. It often (but not always) helps save money

· People like maintaining their own agency identity. It is important to encourage each staff to respect the other agency’s culture and practices, and learn about them

· Involve your union early, so there’s useful input and no surprises

· There are no barriers to implementation that cannot be overcome with innovation and commitment.

· One way to maintain agency identity is to put both agency names, and logos, on letterhead and fax cover sheets – see below for an example
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As much as anything, Service First is about an attitude of sharing, not hoarding, an attitude of, "we're all in this together."  It's the opposite of the following.  
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