Dear ICASS Council Chairs and Service Providers;

This is to ask for your help in getting feedback for training priorities for our Service Providers. Please take a few minutes to respond -- now if possible, but in any event by July 25th.  Thank you! 
As you know, ICASS has an extensive ongoing program of training.  In addition to the training conducted at FSI and at Agencies around the country, some 57 posts have received post-specific training visits over the past three years, and we intend to continue this training, which is designed to provide both technical assistance and conceptual understanding of the roles and responsibilities within the ICASS system.  To supplement this training, last fall our first Chairperson Conference was held in Frankfurt, with approximately 50 participants.  Results were excellent, and we plan to hold another such conference this winter.  

The third part of the ICASS training program will focus around our Service Providers.  Over the past six years, since the creation of ICASS, we have seen a big change in the demands put upon Service Providers.  To deal with these demands we have expected heads of Service Providers to intuitively understand the changes and redirect their focus and that of their team.  This year we intend to provide some advanced training for a group of Service Providers, and are looking at business schools and others in the private sector as models.

Following is a list of some of the most important recurring themes that outstanding business schools are highlighting with their students.  In order for us to have a better idea of what topics to focus on for our Service Providers, we would very much appreciate your help in identifying the areas you think are most important within the Embassy context.  This could reflect what needs you perceive as most important at your Post currently, or perhaps even more important, what skills you believe our Service Providers could best utilize in taking us to the next level of service in the future.

We appreciate your taking the time to rank the top three priorities from the list below, in numerical order, and returning it to us electronically.  We will utilize the results in coming up with a curriculum that should reflect our highest priorities and needs.  Many thanks,

Larry Mandel

Director

ICASS Service Center
To respond simply copy the following list of topics into an email.  Please number your top three priorities by entering 1,2 and 3 in front of your choices and send the e-mail to gibsonsx@state.gov.   

Measuring customer satisfaction

Customer service economics: best service/ lowest cost 

Using technology to improve service

Enhancing customer relationships

Creating flexibility and responsiveness

Measuring performance

Linking performance measures with management

Energizing a workforce with performance measures

Intercultural management: overcoming performance barriers 

Maximizing value of locally engaged employees(FSNs)

Outsourcing

Managing conflict

Developing teams to solve problems

Leadership style

Implementing organizational change to provide value

Sustaining learning and a performance environment

