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SUBJECT: ICASS: I T'S 10 O CLOCK; DO YOU KNOW WHERE YOUR SERVI CE STANDARDS ARE?
FOR CHI EF OF M SSI ON, | CASS COUNCI L CHAI RPERSON AND ADM N COUNSELOR

1. SUMVARY: A PRI NCI PAL FEATURE OF THE CUSTQOVER- DRI VEN | NTERNATI ONAL COOPERATI VE
ADM NI STRATI VE SUPPORT SERVI CES (| CASS) SYSTEM | S THE JO NT DEVELOPMENT OF

SERVI CE STANDARDS BY CUSTOMER AGENCI ES AND THE SERVI CE PROVI DER. DCES YOUR POST
HAVE SERVI CE STANDARDS? ARE THE | NDI VI DUALS WHO MUST MEET THE STANDARDS AWARE OF
THEM? DO THE | CASS COUNCI L AND SERVI CE PROVI DER(S) REVI EW THE STANDARDS AT LEAST
ANNUALLY TO ENSURE THAT THEY ARE RELEVANT AND ACHI EVABLE? WHO MEASURES THE

SERVI CE PROVI DER' S PERFORVMANCE AGAI NST THE STANDARDS? THI S MESSAGE ADDRESSES
THESE QUESTI ONS AND OTHERS. | T IS NOI/NOT A SURVEY. WE' RE NOT REQUESTI NG ANSWERS
TO THESE QUESTI ONS. RATHER, WE DRAW THE SERVI CE STANDARDS TO YOUR ATTENTI ON SO
THAT YOU CAN ENSURE THAT YOUR | CASS SYSTEM IS FI RING ON ALL CYLI NDERS. END
SUMVARY.

2. RECENTLY, MEMBERS OF THE | CASS SERVI CE CENTER STAFF HAD THE OPPORTUNITY TO
ATTEND TWO STATE ADM NI STRATI VE OFFI CER CONFERENCES, A USAI D EXECUTI VE OFFI CER
CONFERENCE, AND THE | CASS BUDGET WORKSHOPS. ON EACH OF THESE OCCASI ONS, WE HEARD
FROM PARTI Cl PANTS THAT THE EXI STENCE AND APPLI CABI LI TY OF | CASS SERVI CE
STANDARDS |'S UNEVEN. SOVE POSTS ARE WELL AWARE OF THE STANDARDS AND ARE USI NG
THEM AT OTHERS, NO ONE HAS LOOKED AT THEM FOR A LONG TI ME. SEVERAL

ADM NI STRATI VE OFFI CERS ADM TTED THAT THEY HAVE NOT SEEN THE STANDARDS FOR THE
POSTS WHERE THEY ARE MANAG NG THE PROVI SI ON OF | CASS SERVI CES. WE THOUGHT,
THEREFORE, THAT A CABLE REM NDI NG POSTS COF THE | MPORTANCE OF THESE STANDARDS

M GHT BE USEFUL.

3. TO THE EXTENT THAT POSTS CAN DEVELCP CLEAR, EFFECTI VE SERVI CE STANDARDS, THE
| NTERESTS OF BOTH THE CUSTOMER AND SERVI CE PROVI DER ARE SERVED. THE | CASS
HANDBOOK (6 FAH-5) NOTES THAT SERVI CE STANDARDS SHOULD BE " SMART": SPECI FI C,
MEASURABLE, ACHI EVABLE, RELEVANT/ RESULTS ORI ENTED, AND TI MELY. | T PROVI DES
SAMPLE SERVI CE STANDARDS. THESE ARE EXAMPLES ONLY, AND W LL OFTEN NOT FIT THE
UNI QUE CONDI TI ONS AT YOUR PCST. THEREFORE, WE DO NOT ADVI SE LI FTI NG THEM LOCK,
STOCK AND BARREL FROM THE HANDBOOK.

4. THE HANDBOOK' S GUI DANCE ON DEVELOPI NG SERVI CE STANDARDS | S EXTENSI VE, BUT
HEREI N, WE W SH TO DRAW PCSTS' ATTENTION TO A FEW PO NTS THAT ARE ESPECI ALLY
WORTHY OF NOTE:

- THE SERVI CE STANDARDS ARE DEVELOPED COLLABORATI VELY BY CUSTOMERS ( THE | CASS
COUNCI L AND | TS CONSTI TUENTS) AND THE SERVI CE PROVI DER (MOST OFTEN THE STATE
ADM NI STRATI VE SECTI ON) .

- THE STANDARDS SHOULD BE REASONABLE, BALANCI NG CUSTOVER EXPECTATI ONS AGAI NST
AVAI LABLE RESOURCES.

- THE | CASS COUNCI L AND THE SERVI CE PROVI DER SHOULD REVI EW THE STANDARDS AT
LEAST ANNUALLY TO ENSURE THAT THEY ARE STILL RELEVANT AND ACHI EVABLE. THE
STANDARDS FORM AN | MPORTANT PART OF THE CONTRACT BETWEEN THE CUSTOMER AGENCI ES



AND THE SERVI CE PROVI DER, ALONG W TH THE MEMORANDUM CF UNDERSTANDI NG THEI R
REVI EW PROVI DES THE CONTRACTI NG PARTI ES AN OPPORTUNI TY TO MAKE AMENDVENTS BASED
ON CHANGED Cl RCUMSTANCES.

5. |1 CASS SERVI CE STANDARDS ARE MEANI NGLESS UNLESS THEY ARE APPLI ED. THAT MEANS
EDUCATI NG ALL MEMBERS OF THE SERVI CE PROVI DER STAFF AS TO THE EXI STENCE OF THE
STANDARDS AND COUNSELI NG | NDI VI DUAL STAFF MEMBERS W TH REGARD TO THEI R PERSONAL
ROLE IN MEETI NG THEM | T ALSO MEANS EDUCATI NG CUSTOVERS SO THAT THEY KNOW WHAT
TO EXPECT IN THE WAY OF SERVICE. | F AN | CASS COUNCI L HAS AGREED W TH THE SERVI CE
PROVI DER ON A STANDARD COF SERVI CE AT A SPECI FI C LEVEL, THE COUNCIL' S

CONSTI TUENTS ARE JUSTI FI ED I N EXPECTI NG TO RECEI VE THAT LEVEL OF SERVICE. THEY
SHOULD NOT BE DI SAPPO NTED, HOWEVER, VWHEN THE SERVI CE PROVI DER DOES NOT OFFER
SERVI CE THAT EXCEEDS THAT LEVEL.

6. THE SERVI CE STANDARDS PROVI DE A USEFUL TOOL FOR CUSTOVERS TO ASSESS THE
SERVI CE PROVI DER' S PERFORVANCE, AND SHOULD FORM THE BASI S FOR THE ANNUAL
ASSESSVENT WHI CH THE | CASS COUNCI L PREPARES ON THE SERVI CE PROVI DER. BEYOND
THAT, THE SERVI CE PROVI DER CAN USE THE STANDARDS TO MEASURE THE PERFORMANCE OF
ADM NI STRATI VE STAFF MEMBERS. | DEALLY, THE STANDARDS W LL NOT ONLY ENSURE SQOVE
M NI MALLY ACCEPTABLE LEVEL OF PERFORMANCE, BUT W LL PROVI DE THE | MPETUS FOR
BOOSTI NG AN | NDI VIDUAL' S OR A SECTI ON' S PERFORVANCE TO EVEN HI GHER LEVELS.

7. POSTS HAVE DEVELOPED VARI QUS MEANS OF | MPLEMENTI NG THEI R SERVI CE STANDARDS.
AT ONE POST | N AFRI CA, THE SERVI CE STANDARDS ARE POSTED IN A GLASS FRAME I N THE
SECTI ON PROVI DI NG THAT SERVI CE. ALSO I N THE FRAME ARE PI CTURES OF THE EMPLOYEES
(AVERI CAN AND FOREI GN NATI ONAL) RESPONSI BLE FOR MEETI NG THE STANDARDS. THE

Pl CTURED EMPLOYEES UNDERSTAND THEI R DUTI ES VI S-A-VI'S THE STANDARDS. A TELEPHONE
NUMBER | S PROVI DED SHOULD CUSTOMERS W SH TO CALL IN THEI R COVMENTS ON THE

SECTI ON' S PERFORIVANCE.

8. IF YOU SEND THE | CASS SERVI CE CENTER YOUR POST' S SERVI CE STANDARD BEST
PRACTI CES, WE W LL I NCLUDE THEM I N BEST PRACTI CE MESSAGES WHI CH WE PERI CDI CALLY
SEND SO THAT OTHER POSTS CAN BENEFI T FROM YOUR POST' S EXPERI ENCE.

9. THE | CASS SERVI CE CENTER STANDS READY TO PROVI DE ADDI TI ONAL GUI DANCE ON THE
DEVELOPMENT OF SERVI CE STANDARDS. PLEASE CONTACT OUR CUSTOVER SERVI CE TEAM

( BARBARA HAZELETT, LIZ CEMAL, OR FELIPE CRUZ) BY E-MAIL OR CABLE WTH YOUR
QUESTI ONS. THE RELEVANT | SC SERVI CE STANDARD COMWM TS US TO AT LEAST AN | NTERI M
REPLY W THI NTHREE WORKI NG DAYS.

Pl CKERI NG



