ICASS “Basket” of Key Services

Most posts now have service standards in place, unfortunately many posts are not yet measuring performance against those standards that they have worked so hard to put in place.  This means that important management information is going unused.  In an effort to encourage posts to measure their performance the ISC has developed a “basket” of  ICASS activities that lend themselves well to measurement (please see below).  These are not meant to replace measurement of any standards that post has in place, but they serve as a guide for possible services to measure. 

For example, if the Service Standards specify that under Basic Package, post should submit diplomatic accreditation requests “to the MFA within two working days of employee’s surrender of passport and 4 photos,” Posts should track a sample period to determine whether or not the goal was met.  Measurement need not be onerous, a representative sample is adequate for measuring performance.

Once posts have measured how they perform against their standards they should also analyze whether the compliance rate is acceptable, or if more resources or a more relaxed standard needs to be applied.  (NOTE: Organizations that strive to improve do not necessarily accept goals that they reach 100% of the time.)

Basic Package -- MFA accreditation request – number of days for request to be sent out

Personnel -- LES Position classification – number of days for classification to be completed, once all documentation has been received

Financial Management -- Processing of vouchers – number of days for voucher processing to be completed, once all documentation has been received

Procurement -- Processing of simplified acquisitions – number of days for (a) acquisition to be completed, and (b) goods to be received, once all documentation has been received

CLO -- Arrivals -- Number of days between employee arrival and (a) CLO contact, and (b) CLO briefing of new arrivee

Customs & Shipping -- Delivery of HHE/UAB/POV – number of days for (a) delivery request from customer to be processed once all documentation has been received, and (b) goods to be received by customer

Building Operations -- Routine residential work orders – number of days for (a) first visit in response to work order, and (b) work to be completed (Post may choose to separate Short Term Leased property (STL) from Government Owned/Long Term Leased property (GO/LTL)

Information Systems -- Unclassified routine Help Desk calls – number of hours for resolution of problem

Security -- Background investigations for FSN/PSC/Contract personnel – number of days for completion of investigation after receiving appropriate/complete paperwork

Health Services – Availability—Compliance with posted open hours for patient services.

