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SUBJECT: FEEDBACK ON PHASE II TRAINING - PHNOM PENH

Post thanks ISC trainers Dick Stephens and Bill Hoover

for their well-organized and focused post training

sessions in Phnom Penh from May 9-12, 2005.

Phase II training combined refresher courses on ICASS

principles and customer service from Phase I, with

requested new sessions on using ICASS as an agent for

change and how to manage change.

Post found both the refresher and the "advanced" courses

useful.  All current ICASS Council members except one

arrived after the 2003 Phase I training and post has many

new-hire locally employed staff members.   For those of

us who attended the 2003 training, we found the refresher

courses were not mere repeats of two years ago.  Changes

have occurred within ICASS since 2003, particularly in

the areas of customer relations and performance metrics,

which made these sessions valuable for both new and

repeat audiences.

We found Day 3, which focused on change management issues

and instituting best practices/innovation, particularly

germane to post's present situation of dealing within a

new ASP environment and in preparing for the move to an

NEC.

Post supervisors who attended both the 2003 and 2005

training were struck with the immense difference in

participation, particularly from the locally engaged

employees, in these two years.  The 2003 training served

as an introductory session for many service provider

employees, particularly those working in management

sections outside of financial management.  Many of these

sections had a limited understanding of ICASS and its

relationship to their jobs.  During Phase II training,

the service provider staff of all sections were

knowledgeable about ICASS, understood their roles, the

standards and measures that pertained to their areas of

service and were confident in presenting their ideas and

suggestions for better ways of doing business.

Post suggests that ISC or FSI explore the possibility of

offering annual ICASS training at regional centers (in

our case Bangkok) targeting locally engaged State and ASP

service provider staff at the FSN 5-9 levels (with some

FSN-4 staff at the clerical level such as telephone

operator supervisor).  It is our impression that newly

hired LES staff particularly from the non-financial

management and security sections, e.g. GSO, RSO, IM and

HR, or new ASP staff are likely to fall through the

cracks in receiving a consistent grounding in ICASS

basics.  Our missions will benefit from these employees

understanding their individual roles as service providers

and encouraging their input in improving business

practices in their areas of work.  Our post would not

invest the $5,000 or more to send these particular staff

members to ICASS training in Washington but would be

interested in sending them to regionally provided

training.

RAY

