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SUBJECT: ICASS: BEST PRACTICES

KINSHASA PASS TO BRAZZAVILLE

1. The ICASS Service Center once again offers ICASS best

practices used by our colleagues throughout the world.

All posts are invited to advise the ISC of ICASS best

practices currently in use at your posts so that we may

share them with your colleagues.  You can contact the

Service Center through ICASSServiceCenter@state.gov.

2. ICASS Council Evaluation - Port au Prince

Port au Prince developed a performance evaluation process

for the ICASS Council.  Once per quarter the Council and

chairperson evaluate their performance for the 3 month

period and complete the evaluation form. The self

evaluation forms are submitted to the DCM for review in

April along with the Council's performance evaluation of

ICASS service providers.

The quarterly checklist serves as the Council's

performance standard against which they measure

themselves.  How well they adhere to their standard is

then reviewed and evaluated by the DCM.

Issues covered in the evaluations include:

Does the Council ensure that the MOU is reviewed and

that service subscriptions are prepared annually?

Does the ICASS Council review ICASS reports

quarterly?

Does the Council review customers' responses to

service provider generated customer service survey

questionnaires?

Does the Council submit in writing to the Management

Counselor recommended changes to the service standards?

Post has found this a useful tool for measuring Council

performance.

3. Customer Service Team - Dhaka

Dhaka established a Customer Service Center to respond to

the needs of their ICASS Customers.  This two person team

is the first line of contact for ICASS customers.  The

team either resolves the issue or directs the customer to

the specific person who can. The post established the

Center by identifying two positions - one from each of the

FMO and HRO sections.  This allowed for improved customer

service by having the team available to answer FMO/HRO

related questions.

The post cites several benefits from this arrangement:

a. It establishes a one-stop shop for customers to get

their ICASS-related service issues resolved, a place where

customers can get their questions answered and/or be

directed to the right office for an answer.  This reduces

traffic to the individual HRO/FMO offices with all traffic

going to a single Customer Service Center.

b. The Customer Service Center coordinates the check in

process for new personnel arriving at post.  This allows

for a central location that can answer most in processing

questions or direct the individual to the correct office.

Customer service also makes appointments for new arrivals

prior to their arrival at Post and prepopulates check in

paperwork.  All check in forms are available from the

Customer Service Center, resulting ina more streamlined

check-in process.

c. Service delivery to the customers has improved.  The

HRO and FMO constantly share info back and forth and cross

each other's paths in performing their functions.  The

establishment of a Center with personnel from each of

these offices provides customers a single point of

contact. Customers no longer have to track the life-cycle

of a voucher or payroll, they go to one source who either

answers the question, fixes the problem, or directs them

to the person who can help. The two separate operations

function more as one unit as a result of this arrangement.

4.      ICASS Council Annual Calendar - Paris

Paris developed an annual calendar for ICASS Council

members and provided it as an addendum to January meeting

minutes.  The calendar provides a general monthly overview

of the ICASS cycle from October through September and

identifies four separate categories in the annual ICASS

cycle including Planning Year, Approval Year, Fiscal Year

and ICASS Council Meetings.

Rather than providing and overloading the post Council

with numerous and specific deadline dates, the calendar

highlights by month the critical ICASS Council topics to

be reviewed and discussed by Council.  The general

timeline provides guidance to the post Council on a month-

to-month basis as to topics that need to be discussed and

reviewed.  For example, the responsibility of ICASS

invoice distribution in early November indicated in the

Fiscal Year category is a listed topic for discussion in

late November in the ICASS Council Meeting category.

Another example is that the MPP planning process

highlighted in the Planning Year category in January and

February follows through as a topic to be reviewed in the

ICASS Council Meeting category in January, ensuring that

the MPP is incorporated into ICASS planning.

5. Minimize considered.
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