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International Cooperative Administrative Support Services

Minutes
ICASS INTERAGENCY WORKING GROUP MEETING

March 10, 2004

JoAnn Clifton chaired the meeting.

Adoption of Minutes of ICASS Working Group (IWG) Meeting  

The IWG accepted the February 4, 2004 meeting minutes without amendment.

ISO 9000 and Metrics

Tom Tiernan, Director of Joint Administrative Services in Brussels, Belgium and Michel Duchesne, Brussels Quality Manager, presented that post’s Quality Program that includes ISO 9000 certification and the subsequent development of metrics.  Mr. Tiernan explained that ISO is an external certification of internal processes and a framework, rather than a solution, but is directly connected to quality.   Post piloted ISO 9000 as a way to meet customer survey requests for improving services and to establish a process that would be sustainable between changing Management Officers.  They found that the process established a baseline from which post could work on metrics.   Post received their ISO 9000 certification from the British Standards Industry (BSI).

Post established Process Improvement teams in key areas, e.g. procurement, warehouse and customs, to look at ways of tightening up the procurement process.  One outcome of developing Performance Measurements/Metrics, is that they now know how long it takes at each stage of a process.  In applying metrics, post found that the cycle time for processing procurements was reduced and customer satisfaction increased.  

Mr. Tiernan advised the IWG that post’s efforts led to a better product, improved ability to do more with fewer resources, and gave personnel a better understanding of what they do, resulting in improved processes. 

ISC Director Report

The ISC Director highlighted the following topics:

MPP process:  posts have expressed their appreciation for ISC guidance which clarified post ICASS Council’s role in MPP process and the need for inter-agency involvement.  IWG reps asked for information about interagency access to the MPPs, as well as participation in MPP hearings.  The ISC agreed to research the issue, and notify interested members.

GAO Review of ICASS:  during an informal briefing to the ISC Director, the GAO noted that overall, ICASS appears to be working reasonably well overseas, though it has not produced the anticipated economies of scale.  A recommendation that agencies should reduce duplicative functions is expected.   The ISC’s training program was identified as particularly effective and they encouraged its expansion.  The GAO also noted the need for all agencies to focus on the “common good” especially at the Washington level.

Post Training:  Bill Hoover (ISC) reported on recent post ICASS training.  Teams are currently in Amman, Jordan before traveling to Damascus, Syria next week.   The week of March 21, a Phase II ICASS training course will be given in Cairo, Egypt

Mr. Mandel provided the IWG with copies of emails from the Ambassador in Lilongwe and Hanoi’s Management Officer who expressed their appreciation of recent ICASS training at their post.   

Mr. Hoover reported the receipt of additional training requests, especially for the new Phase II course which is tailored specifically to advancing a post’s ICASS efforts.  Mr. Mandel expressed his continued encouragement of increasing the number of training courses and the participation of IWG members as part of the Training Teams.

AF Conference:  Mr. Mandel reported on his participation at the AF DCM/MO Conference held the week of March 2 in Cape Town, South Africa.  

The handout, “Reframing the Conversation,” was also provided to the IWG.  This document is used by A/S Bill Eaton as part of his presentation at regional conferences and provides a list of “In” and “Out” terminology.

Iraq:  Mr. Mandel advised the IWG that discussion is ongoing on planning needs for start-up of support activities in Baghdad.

ICASS Service Providers Conference:  Mr. Mandel provided an update on the late March conference.  Some thirty service providers from around the world will gather in Rome for a 3-day training course partnered by the Wharton School of Executive Education.  The program is new and highly structured, focusing on three of the most significant challenges facing service providers: Customer Focused Service, Managing without Authority, and Change Management.  

Update on FY04 Budget Process 

ISC Reimbursements Team Leader - Trish Garate reported that the Regional Bureaus expect to have their budget marks this week.  If this occurs, then she anticipates holding ICASS budget meetings in mid-April after meetings to discuss “affordability” issues.  

Ms. Garate also advised that Budget Committee members would receive their budgets on CDs this year, rather than the normal voluminous stacks of paper reports.

IWG/ISC FY04 Priorities and ISC Budget

Larry Mandel presented the revised list of 2004 ISC/IWG priorities and an updated FY04 ISC budget.  He walked the IWG through the five sections of the budget and explained  each criteria, including those in the “uncosted” section where costs are not yet known.  Mr. Mandel then directed the IWG’s attention to how the list of priorities, ranked as “Must, Will and Want,” correlate to the funding requirements.   

Additional Discussions

Committee Updates

--
Budget: Jeff Kramer, Co-Chair of the IWG Budget Committee, advised that their next Committee meeting would be Wednesday, March 17 at 9 a.m. in the ISC Conference room.  ASPs and FMCs will be discussed along with relevant areas of the Blue Sky paper.

--
Information Technology: Cheri Caddy (USDA/FAS) reported that among topics discussed at Tuesday’s committee meeting were data access (e.g. global database) for those outside of the State Department system and the Service Level Agreement (SLA) software.  Several SLA programs have been reviewed, and a decision on whether to procure a new program or perhaps just enhance the existing Hong Kong matrix has not been made.  JoAnn Clifton suggested that before any decision is made, there would be a determination of what information needs to be available for Washington review.  At this time, the Committee does not anticipate that the SLA software could be purchased this fiscal year because of continuing unanswered questions concerning access to the data, ongoing costs and functionality of the software.

Members of the IT Committee will be meeting Tuesday, March 16 at 9a.m. in the ISC Conference room to develop a list of SLA software requirements so a separate bid can be developed using the Hong Kong matrix as a base.

--
Handbook:  JoAnn Clifton advised the IWG that the last sections of the ICASS Handbook have been revised and will be sent to members for their review in late March.  This will give them a review period prior to discussion at the April IWG meeting.

Conferences

--
JoAnn reminded IWG members of the Business Process Management & Improvement for Government Conference being held in Arlington, VA on March 30-31.  She advised that registration fees are paid for two attendees and encouraged all to consider this opportunity and let her know if they are interested.   
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