Accountability and Metrics Committee Report


The Committee on Accountability and Metrics makes the following report with recommendations to the ICASS Executive Board:

Use of Survey Data

Based on the agreement reached at the June 23, 2004 IEB meeting, all personnel who receive ICASS services at posts will be asked to complete a standard customer service survey this fall.   Input from posts will be available in early December.  The committee agrees that this would be an excellent source of data to identify target areas of focus to begin developing metrics.  Services that are rated particularly low may need metrics on a priority basis to ensure we can identify what an acceptable level of service is.  

Therefore, the sub-committee recommends that by no later than the second IEB meeting of FY-05 the services that receive the highest and lowest results be considered for a more in depth analysis.  Based on this review global service standards might be developed as a target to improve deficient services and manage demand for exceptional services.  This would also depend on factors such as whether there is a clear pattern of consistently high or low scoring services.


Activity Based Costing

The committee discussed the utility of activity-based costing (ABC) as a potential tool to control costs.  Concern was expressed that the cost of developing such a system and the burden on posts to implement it may outweigh the benefits.  While the ICASS global database contains information on all our costs, these cost are not necessarily captured in a way that would allow meaningful comparison.

Therefore, the committee recommends that the Board consider a demonstration project on activity based costing.  John Marshall has offered to identify a USAID service overseas that would be appropriate for activity-based costing.  He will approach interested contractors known by his agency about performing a demonstration project on the selected USAID overseas service on a ”share-in-savings” basis.  If no contractor agrees to that option, the Accountability and Metrics Committee will forward a cost estimate to the IEB identifying funding requirements to perform the demonstration project for the selected USAID service on a traditional, fee-for-service basis.


Accountability

The committee discussed steps that could be taken to enhance accountability within the existing ICASS framework.  Currently ICASS instructions require that the post ICASS council/council members provide feedback to the deputy chief of mission (DCM) on individual service providers.  This information may be used as part of an employee’s personnel evaluation.

Therefore, the committee recommends that ICASS councils be instructed to confirm that they have provided feedback to the DCM on each service provider and that the DCMs be asked to rate the information as useful or not helpful in developing an employee evaluation. 

Service Standards

The committee discussed the need for posts to assess how well they are achieving current service standards, and endorsed the notion of having posts identify and count a representative sampling of standards, and reporting back to Washington on their achievement rates.  This would include the cost of developing tools to aid the service provider in the data collection process.  Deployment and training costs may also be necessary to implement these automated performance measurement systems. 

Therefore, the committee recommends that the ICASS Service Center study post service standards, identify with input from both the service provider and customer which are the most useful, and provide a recommendation to the IEB which service standards they recommend for measurement and the costs of implementing those performance measurement systems.  Respectfully submitted,
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