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SUBJECT: ICASS BEST PRACTICES - FY-00, ISSUE 1 

THE ICASS SERVICE CENTER ONCE AGAIN OFFERS ICASS BEST PRACTICES USED BY YOUR 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.

1. ADVERTISE WHO YOU ARE AND WHAT YOU DO

SEVERAL POSTS - DISPLAY THE PERFORMANCE STANDARDS FOR EACH SECTION DIRECTLY OUTSIDE THE SECTION SO THEY ARE VISIBLE TO THOSE WHO ENTER THE SECTION. SOME INCLUDE PICTURES OF THE EMPLOYEES RESPONSIBLE FOR MEETING THE STANDARDS AND A PHONE NUMBER MISSION PERSONNEL CAN CALL TO MAKE COMMENTS ON THE SECTIONS PERFORMANCE.

CONAKRY - PLACED ITS ICASS SERVICE STANDARDS ON ITS WEBSITE SO THAT THOSE AT POST HAVE EASY ACCESS AND OTHER POSTS CAN BROWSE FOR GOOD IDEAS.

MOSCOW - PUBLISHES AN ICASS YELLOW PAGES WHICH LISTS BY COST CENTER THE MAIN POINT OF CONTACT, THEIR LOCATION AND TELEPHONE NUMBER. IT IS A HANDY DESK REFERENCE FOR SERVICED AGENCIES AS WELL AS SERVICE PROVIDERS.

2. WORKLOAD COUNTS

BRASILIA - DEVELOPED AN AUTOMATED VOUCHERING SYSTEM THAT ALLOWS VOUCHER EXAMINERS TO DETERMINE QUICKLY IF A VOUCHER ARRIVED IN THE DEPARTMENTS FINANCIAL MANAGEMENT CENTER IN CHARLESTON, SOUTH CAROLINA FOR PROCESSING AND THE DATE IT WAS PROCESSED. THE NEW PROCESS ALSO AUTOMATICALLY TOTALS THE WORKLOAD COUNTS FOR EACH AGENCY. THE SYSTEM IS BEING MODIFIED FOR USE AT OTHER POSTS WITHIN THE BUREAU OF WESTERN HEMISPHERE AFFAIRS.

3. SIMPLIFY

VIENNA - CREATED A MANAGEMENT REVIEW TEAM COMPOSED OF PERSONNEL FROM THE FMC OF THE JOINT ADMINISTRATIVE OFFICE. THE TEAM'S COMPREHENSIVE REVIEW OF THE TRI-MISSION VEHICLES PROGRAM AND ADMINISTRATIVE SUPPLY SERVICES REDUCED THE SIZE AND COST OF THE MOTORPOOL AND OUTSOURCED THE ADMINISTRATIVE SUPPLY SERVICES FUNCTION.

ABU DHABI - IMPLEMENTED A ONE-STOP CUSTOMER SERVICE CENTER (CSC) CHECK-IN POINT FOR NEW EMPLOYEES. RATHER THAN RUNNING TO VARIOUS ADMINISTRATIVE OFFICES WITH THE PAPER CHECK-IN SHEET, NEWCOMERS STOP AT ONE DESK WHERE THEY COMPLETE ALL REQUIRED PERSONNEL, PAYROLL, AND BUDGETING FORMS AT ONE TIME. CSC STAFF GATHERS INFORMATION ABOUT THE STATUS OF UAB, HHE AND POV SHIPMENTS IN ADVANCE, PROVIDES A LIST OF COURTESY CALL APPOINTMENTS, DEMONSTRATES HOW TO ACCESS THE EMBASSY'S INTRANET SITE AND WHERE TO FIND INFORMATION ON SERVICES AVAILABLE.

MOSCOW - TRANSLATED ITS SERVICE STANDARDS INTO THE HOST COUNTRY LANGUAGE (RUSSIAN). COST CENTER EMPLOYEES ARE REQUIRED TO READ, UNDERSTAND, AND SIGN A STATEMENT, WHICH IS MAINTAINED IN THE EMPLOYMENT FILE. IT IS A QUASI CONTRACT INDICATING THAT THE SERVICE PROVIDER KNOWS WHAT IS EXPECTED IN THE PERFORMANCE OF HIS/HER DUTIES.

BRASILIA - DEVELOPED AN FSN ADMINISTRATIVE ICASS POSITION TO MAINTAIN CONTINUITY DURING STAFF TURNOVERS. DUTIES INCLUDE ASSURING THAT ALL ICASS FINANCIAL PROGRAMS AND PROCEDURES ARE IMPLEMENTED AND FOLLOWED; REVIEWING THE COLLECTION OF WORKLOAD STATISTICS TO DETERMINE ACCURACY AND IDENTIFYING IMPROVEMENTS IN WORKLOAD DATA COLLECTION; WORKING WITH SERVICE PROVIDERS AND CUSTOMERS TO REFINE ICASS PERFORMANCE STANDARDS AND ASSISTING THE COUNCIL IN EVALUATING ALTERNATIVE SERVICE PROVIDERS.

4. OUTSOURCING

THE HAGUE - ALL FINANCIAL TRANSACTIONS FOR THE EMBASSY PREVIOUSLY PASSED FROM CHARLESTON TO BRUSSELS TO THE HAGUE WITH DAILY DHL MAILINGS. TODAY, DATA FLOWS DAILY FROM THE HAGUE TO CHARLESTON AND PAYMENTS ARE MADE ELECTRONICALLY FROM CHARLESTON TO THE EMBASSY'S DUTCH BANK, WHICH EXECUTES PAYMENTS TO VENDORS. SMALL PAYMENTS PREVIOUSLY MADE IN CASH FROM IMPREST FUNDS ARE NOW SENT ELECTRONICALLY FROM THE CASHIER TO THE DUTCH BANK, ON LINE, ON THE SAME TELEBANKING SOFTWARE USED BETWEEN CHARLESTON AND THE DUTCH BANK.

BUCHAREST - TO IMPROVE MOTORPOOL EFFICIENCY, POST TERMINATED THE EMPLOYMENT OF TWO FSN-PSC MECHANICS THREE YEARS AGO AND CONTRACTED A MECHANIC TO WORK IN THE MISSIONS GARAGE FACILITY. THE MOTORPOOL NOW RUNS AT NEARLY 100 PERCENT EFFICIENCY, AN IMPROVEMENT OF 40 PERCENT. THE GARAGE IS FULLY EQUIPPED; THE CONTRACTOR PROVIDES ONLY HIS EXPERTISE. THE MOTORPOOL CONSISTS OF 22 VEHICLES AND AN ASSORTMENT OF GSO VEHICLES. TIME IS CHARGED TO THE RESPECTIVE AGENCY BASED ON WORK PERFORMED ON OFFICIAL VEHICLES. THE MECHANIC MAINTAINS DETAILED MAINTENANCE RECORDS FOR EACH VEHICLE AND PROVIDES A LIST OF PARTS USED/NEEDED. PREVENTATIVE MAINTENANCE HAS BECOME COMMON PRACTICE.

5. ICASS FLEET LEASING PROPOSAL BONN - FOLLOWING ONE YEAR OF MARKET RESEARCH AND A FORMAL SOLICITATION, THE ICASS COUNCIL DECIDED TO LEASE SEDANS, STATION WAGONS AND VANS RATHER THAN MAINTAIN THE 32 GOVERNMENT-OWNED VEHICLES, WHICH COST OVER ONE MILLION DOLLARS IN A SIX YEAR PERIOD. THE LEASING SOLICITATION ESTABLISHED THE POST COULD SAVE USD 71,409 PER YEAR.

