Diplomatic Readiness Goal Sharing Award Form

1)  Name of the Post and division (if applicable).

Consulate General, Ho Chi Minh City, Admin Section (including GSO and IPC)



2)  Name, position, and agency for each member of the nominated team.

Jann Rohlander, FP-6, PIT Administrative Assistant, State Department

David McCrane, FS-5, DH Information Management Specialist, State Department (FS-4 as of 7/28)

William B. Connerley, FS-3, DH General Services Officer, State Department

Nguyen Than Son, FSN-7, Computer Systems Assistant, State Department

Nguyen Van Khuong, FSN-7, Computer Systems Assistant, State Department

Luong Van Tri, FSN-7, Computer Systems Assistant, State Department

Michael Krishnan, FP-7, FMA-PSC, Office Management Specialist, State Department



3)  (a) Affirmation that goal is attainable, without increased resources, and within a 12 month period; and endorsed by post’s (b) administrative officer and (c) ICASS Council chair.

(a) Name, position and agency of the affirming officer.

David McCrane, Information Management Specialist, State

(b) Name of the post’s administrative officer and date of endorsement.

Thomas P. O'Brien, June 27, 2002

(c) Name of the post’s ICASS council chair and date of endorsement.

Henry Schmick, June 27, 2002

4)  Description of (a) the team’s goal-sharing objective, (b) the plan to carry out the team’s proposal, and (c) how the team’s proposal will improve post’s ability to achieve its goals and improve its “Diplomatic Readiness”.  This may include increasing the effectiveness or scope of support services, or improving the quality of work/home life at post.

a) The objective is to increase total productivity and flow of work in the Admin, GSO, and IPC sections at post by replacing the current e-mail and "paper-based" system of cable/ clearances, invitation lists, arrival/departure lists, supply lists, work orders, supply orders, admin notices, etc. with web-based or web-accessed applications.  This includes finding a way to bring in the offices based at three different locations (FAS, RRS, INS, PAS), which currently do not have access to the OpenNet.  The team believes that this would 1) increase efficiency at post, 2) reduce the number of e-mails that require multiple officer/FSN action in order to process, 3) result in a quicker turn-around for supply and work orders; and 4) ensure that requests such as vehicle requests do not get "misplaced" in the torrents of paper which flow through the Consulate General compound and the remote ConGen locations in the city.  Many, if not all, of the actual applications necessary to achieve this goal are already available, or can be adapted from other USG missions.  The focus will be on implementation and on changing the current paper-based corporate culture.  

Specifically, the team will concurrently focus on 4 objectives:

1) Contacts/Invitation Database:  ADMIN Assistant has developed a network protocol/contacts database (Access) that has been tested successfully this year to produce the 4th of July invitation list (over 875 names), and is currently being used to enter electronically RSVPs that come in.  It will also be put on networked laptops and used to locate records of guests that arrive without invitations at the actual reception.  The product was launched in November 2001, but only three of the sections were able to make their own updates/produce their own invitation lists.  ADM, and under "loan" to ADM, POL/ECON secretary and Protocol Secretary, did the rest from print outs of the database which had been marked-up by the various sections, and from multiple e-mails with contacts to add, change, or delete.  The application is simple, though there is still work to do to make it fully functional as a protocol database (requiring the assistance of the team members in the IPC and input from the Exec section).  The main objective is to work with all section/agency chiefs to ensure that the database meets their needs and that they are comfortable with using it -- and do use it.  ADM understands that there are other Databases available for use, but feels that this simple Access application is more appropriate for the spread-out locations and relatively low technical acceptance level of many of post's employees.  

2) Automated Request System in the fields of motor pool, supply, procurement, travel, time & attendance, etc. A paper-based system of all ADM/GSO requests is currently in place.  Using software and applications that are already available (such as the PASS system) or that have already been developed at post or at other posts abroad, the team will strive to implement these systems in the Consulate General, a) ensuring that requests are not lost, b) providing a tracking system, c) reducing the amount of time GSO/ADM/IPO spends approving requests by allowing batch approval, and d) expediting processes as approved requests can be sent directly to the responsible section.  

3)  Information Sharing and Storage via the Intranet:  Currently all GSO/ADM sections maintain their own files, lists, forms, and records. ADM Assist has been compiling these on post's Intranet site, however, as the site grows, it is now time to expand responsibility for the maintenance and development to include the FSNs in the individual GSO and ADM sections. The goal is to make the Intranet site the central repository for all ADM and GSO information, and to empower the locally engaged staff to keep it up to date. 

4) Web Cable Creation Utility (WCCU): Currently, Posts passes cables for clearing by e-mailing a Word document to all the clearers and then eventually to the cable's approver.  This system allows the release of improperly formatted cables and in some instances the wrong version of the cable.  The WCCU prevents this by centralizing cable creation, storage and release.  A precursor to the system is in place but acceptance/utilization levels are very low among even technically inclined employees. 

b) Plan to carry out the team's proposal: 

1) Contacts/Invitation Database:  ADM Assist will work with IPC team and all section chiefs to launch Version 2 of the database, train FSN assistants and section/agency chiefs to use the application, and encourage the entire ConGen community to use the database as its main contacts storage utility, updating entries as names/numbers of important contacts change. 

2) Automated Request System: ADM Assist will work with GSO section to determine needs of section, IPC Team will  locate and install applications on the ConGen Intranet site and will work with agencies and sections in remote locations to ensure that they can be brought into the system.  ADM Assist will coordinate training, GSO/IPC and ADM Assist will work with all sections to ensure implementation and to amend procedures/troubleshoot as necessary. 

3) Information Sharing and Storage via the Intranet:  ADM Assist/IPC will split the intranet site between a "post-internal" and "post-external" version -- the "post-internal" site will be located on the shared server so updates can be made from individual workstations, not only by the IPC American staff in the restricted access server room as is currently the case for the "post-external" site. ADM will work with all sections to identify information that each FSN/section will be responsible for publishing/keeping up to date, including stock lists, visitor lists, and FAQ's, (e.g. "Steps to selling a POV at post").  IPC staff will install web development software on the PC of FSNs in the ADM and GSO sections so that they can produce their own updates.  ADM Assist/IPC will provide training and guidance as necessary. 

4) Web Cable Creation Utility (WCCU): Post’s IPC currently has the WCCU in beta testing in some parts of the consular section. Once beta testing is complete, IPC will begin training courses for all sections.  IPC will work with each section/agency in the Consulate to determine which types of cables are most commonly sent, and either create a template for integration into the WCCU (e.g. TM Arrival Notices) or create a section-specified header for commonly sent types of cables (e.g. ECON reporting cables).  IPC will provide support as necessary and work with staff to make updates to the utility to ensure that it meets user needs. 

c) The entire program will enhance diplomatic readiness by 

Increasing efficiency of the GSO section, ensuring vehicles, supplies, equipment are there to support mission personnel and programs. Improving transparency of ADM operations, ensuring that all sections/employees have ready access to the most updated procedures/guidelines and lists.  Increasing efficiency of the ADM and EXEC section, ensuring contact information is accurate, guest lists are compiled on a timely basis, and that the identity of each guest is easily verifiable upon entry to an event.  Facilitate cable creation by all sections, ensuring that cables are properly formatted and cleared/approved expeditiously. 

Specifically: 

1. Contacts/Invitations Database: Post will increase efficiency by reducing the amount of ADMIN/Protocol time spent compiling guest lists. Shared data will 1) facilitate updates of multiple section contacts, 2) allow GSO to adjust plans as needs change through real-time RSVP status reports, and 3) help the RSO/Protocol to quickly and easily verify identities of guests upon arrival.

2. Automated Requests: Post will increase efficiency by reducing the amount of time spent shuffling paper, resulting in more timely responses from Post's ICASS service providers, and improving customer service by providing a way to track the status of requests. 

3. Information Sharing and Storage via the Intranet: Through the utilization of a centralized storage area for all pertinent ADM, GSO and IPC information, post will increase efficiency through information sharing, and transparency through the establishment of a "procedural e-book" of ConGen operations.  

4. Web Cable Creation Utility (WCCU): The WCCU will increase diplomatic readiness several ways.  1) Users will not have to know the intricacies of the cable formatting.  2) Drafters will be able to focus on content not format, which will allow a drafter to create a better product on the first try. 3) The WCCU is centrally managed, unlike the Word cable macro. 4) Users will be able to go to one location to see the status of cables or cables waiting for their specific clearing or approval.  5) The CG and the DPO will be able to see all outgoing cables, not just the cables that they approve or clear.  6) Users will be able to clear and approve cables from any "state.gov" workstation in the world.

5)  Timeline for achieving the team’s goal, including start date, planned completion date, and  milestones not more than three months apart.  The timeline should provide a clear plan for how the team intends to achieve the objective.

Start Date:  August 1, 2002

Completion Date: June 1, 2003

Milestone 1 will be October 1, 2002

1) Contacts/Invitations Database:  Contacts Database Version 2 will be launched, incorporating suggestions from all Agencies/Sections, and taking into account lessons learned by the 4th of July event (over 1000 invited guests). 

2) Automated Request System:  ConGen needs will be identified, programs/applications will be identified for testing in the ConGen.

3) Information Sharing and Storage via the IntrAnet: Current website will be split between an internal-interest use only (e.g. list of expendible supplies on hand) and version that is of interest to the USG as a whole (e.g. TDY LAN access request procedures).   

4) Web Cable Creation Utility (WCCU):  50% FSO usage.

Milestone 2 will be December 1, 2002

1) Contacts/Invitations Database:  Training to use contacts database will be complete, including at least 2 FSN staff (for institutional memory) and the chief of each section or head of each agency represented at post.  A system will be devised for easy transfer of information to and from different locations in the absence of Open Net connectivity.

2) Automated Request System: Programs/applications will be up and running on the ConGen Server and ready for use. 

3) Information Sharing and Storage via the Intranet: All information on split website will be up to date, as provided by the FSNs/Officers in each responsible section (e.g. RSO Secretary will ensure that all RSO notices are posted on the site.) Web development software will be installed on the PCs of staff responsible for information updates.  

4) Web Cable Creation Utility (WCCU): 100% FSO usage. 25% FSN usage.

Milestone 3 will be February 1, 2003

1) Contacts/Invitations Database: A minimum of 50% of the sections in the Consulate General will be using the database on a regular basis to keep their contact list up to date. 

2) Automated Request System:  Training will be complete in all sections; post ready to begin implementation

3) Information Sharing and Storage via the Intranet: FSNs/Officers in each responsible section will have completed basic training on the Web Development software and will have developed their own office-specific schedule to perform updates.  

4) Web Cable Creation Utility (WCCU):  50% FSN usage.

Milestone 4 will be June 1, 2003:  

1) Contacts/Invitations Database:  All sections will be using the Contacts/Invitations utility to compile their 4th of July guest list and to keep their section's contact information up to date.  No hard copies of guest lists will be printed; the list will simply be mail merged into Word to create envelopes and invitations. 

2) Automated Request System:  The system will be up and running, and be used by all ConGen personnel as the primary method of generating of all GSO and ADM requests. 

3) Information Sharing and Storage via the Intranet: The Intranet will be the primary storage point for all ADM/GSO information, and will be kept up to date by the people responsible for maintaining/updating the  information. 

4) Web Cable Creation Utility (WCCU):  90% of cables generated and released using WCCU.

6)   Description of the measurements that post will use to determine when the goal is achieved, e.g., cycle time, cost per unit, or availability date of a new service or activity.  This should include the team’s plan to develop a baseline measurement of service for the chosen activity so that progress over time can be measured from the baseline to the goal.
The basic measurements that post will use to determine when the goal is achieved will be:

· the degree to which the multiple web-based applications are being utilized by all participating ICASS agencies; 

· efficiency (noted in work hours saved);

· customer satisfaction (to be determined by surveys taken at the beginning and/or end of the project);

· percentage of cables generated using WCCU and percentage of employees using the system.

Baseline is/will be developed as follows:

1. Contact/Invitation Database: Baseline is 2002 4th of July list preparation:  3 of 11 sections using the database.  Approximately 40 work hours in the ADM section helping other sections to enter/verify their data.  An additional 16 work hours in the Exec section, 4 hours in the Econ Section, and 8 hours spread out throughout the other sections in time spent specifically transferring data from new section contact organization systems (primarily in piles of business cards) to electronic form.  (Last year's list was in electronic form, so we were able to just import all of those records and update as needed.

2. Automated Request System:  Baseline of customer satisfaction to be determined by customer survey. Baseline to determine gains in efficiency:  GSO and ADM officer will track time spent on the paper-based approvals process prior to the commencement of the project, average delivery time from request to delivery of supplies/services will be tracked for one week in the various GSO sections.  

3. Information Sharing via the IntrAnet:  Baseline of customer satisfaction and efficiency (including perceived usefulness/transparency/degree of utilization) to be determined by pre/post implementation survey and reduction in number of requests for hard copies of "more up-to-date" lists/notices per week.

4. Web Cable Creation Utility (WCCU):  Baseline of customer satisfaction to be determined by pre-, intermediate-, and post-implementation survey, requests for cable formatting assistance, and number of cables rejected by the system because of improper formatting. 

