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SUBJECT: ICASS AND THE EVALUATION OF SERVICE PROVIDERS

AND FOR MANAGEMENT COUNSELOR AND ICASS COUNCIL CHAIR

1.      As you know, ICASS is a partnership.  A key feature of

this partnership is the dual leadership and support role

played by the Head of the Service Provider.  It will soon

be time for ICASS Councils to add their input to the State

Service Providers' annual evaluations.  This cable serves

as both a reminder and a review of the process.

2. The ICASS Council chairperson provides an annual

written assessment of service providers.  The timing of

this evaluation should coincide with the service

provider's annual evaluation cycle, which is April 16

through April 15 for State Department personnel.  It is

appropriate, therefore, to begin the process now.

3. The following assessment process guidelines are based

on 6 FAH-5 (ICASS Handbook) guidance.

        A. As part of the accountability and feedback process,

the ICASS Council chairperson, in consultation with the

voting council members, prepares an assessment

memorandum for each U.S. Government agency service

provider.  The chairperson prepares one assessment per

agency providing service, irrespective of the number of

services that agency provides.  The assessment should

address the overall performance of the head of the

service provider operations (the State Management

Counselor, if State is the service provider), as well

as any comments on the support provided in the service

areas for which that individual is ultimately

responsible.  Input should be solicited from individual

council members and used at the chairperson's

discretion for the written evaluation.  The evaluation

is drafted and presented to the council for their

review and approval by consensus.

        B. The basis for this objective review should be the

ICASS service standards.  These are reviewed, revised,

and approved annually by the ICASS Council and post

service provider(s).  Comments should address overall

performance in meeting the customer's needs, while

specifying the quality of individual services provided.

Again, the post service standards serve as the

yardstick.

        C. After the ICASS Council has approved the consensus

assessment, it is signed by the chairperson and given

to the head of service provider operations with copies

provided to the DCM and COM.

        D. If an agency other than the Department of State

provides a service, then the head of that agency at

post would receive a copy of the assessment report on

the supervisor of the services provided by that agency.

The timing of the assessment should coincide with the

service provider's formal annual evaluation cycle.

        E. During the year, the Council chairperson should meet

with the head of service provider operations to discuss

service performance.  The council's annual assessment

should not contain any surprises.

4. Although including this material is at the discretion

of the rating and reviewing officers, they are encouraged

to consider this material as one factor of the overall

evaluation of the service provider in their formal agency

evaluation process.  ICASS activities form a major portion

of Management Section staff's work and they need some

formal recognition from the customers whom they serve.

5. For your information, an agreement was reached in June

1999 to send Department of State Selection Boards a basic

ICASS information sheet.  This is not/not meant to be

included as a part of promotion precepts, but as an

informational tool to better acquaint the board members

with the principles under which administrative management

support services are provided overseas.  If you have any

specific questions concerning this process, please e-mail

or telephone Steven Gibson at 202-663-3262.

6. Minimize considered.

POWELL

