January 2009
What to Expect: ICASS Post-Specific Training
Monday, Day 1: 

Managing ICASS for the Council: Meeting with the ICASS Council (approximately 1 hour) to discuss the essential role of the Council in an effective ICASS.
Managing ICASS for the Budget Committee: Meeting with the ICASS Budget Committee (approximately one-half hour) to discuss their role and their needs. 
Tuesday, Day 2:  
0900 - 1230 ICASS Overview and Case Studies:  Ask the Ambassador or the DCM to open the training to demonstrate their support. 

Following opening remarks and housekeeping issues, we determine what the participants want to get out of the training. We note their objectives to insure that we are addressing their concerns and then use these as a review during the Wrap Up session at the end of the training. This is followed by a PowerPoint presentation on ICASS: what is ICASS, how does it work, what are the principles; the roles of the ICASS Council, the Budget Committee, the service providers, the ICASS Service Center(ISC), etc. We also review two ICASS software reports and one case study. This sets the stage for the remainder of the week. 

Who should attend? Everyone: USDH and LE staff. This presentation provides the framework for all sessions to follow. 

1330 - 1630 Customer Service and Case Studies: We begin the afternoon with a 21-minute video entitled "But I Don't Have Customers". We then discuss how we can work together to improve customer service.
At various times: Case Studies and Group Discussions: Participants are divided into groups to consider real-life case studies of policy or functional problems in ICASS. These case studies demonstrate the fundamentals of ICASS and require students to apply information learned in the Overview.  Each group reads and discusses an assigned case study and then presents its solutions to the group as a whole. 
Who should attend? A mixture of employees from different agencies, service providers, customers, Council/Budget Committee members, LE staff and U.S. Direct Hire staff provides a lively forum for presentation of different viewpoints and comments.

Wrap-up and Evaluations: At the end of this and each subsequent training session, participants are asked to complete an evaluation form. This usually takes about five minutes. The training team is available following this and every other session for one-on-one questions.

Wednesday, Day 3:
0900 - 1230 Budget and Cost Distribution and Reports: In the PowerPoint session we present an overview of how ICASS costs are first gathered and then distributed equitably to the customers that receive the services. The participants then review some of the reports and worksheets from the post’s ICASS software and/or the Global Data Base (GDB). This presentation is not just for FM staff, but is designed to give participants the necessary information to understand some of the most powerful tools in the ICASS system.  Many Agency Heads and Council/Budget Committee members benefit by understanding how an agency invoice is created and how to the reports inform management decisions.

Who should attend? Anyone who needs to know how the budget works, how invoices are created and how to use the ICASS reports as a management tool. 

1330 - 1500 Uniform Service Standards and Exercises: We review the new Uniform Service Standards (USS), why they are being adopted and what they mean for your post. This session leads us into the group exercise in which small groups compare standards from your post to the USS and consider the implications of adopting them.

Who should attend?  Anyone interested in the new Uniform Service Standards. It is recommended that both USDH and LE Service Provider staff attend, especially managerial-level members of all provided services.
1515 – 1630 Time allocation, Workload Counts: Whose Job Is It?:  We review the major changes in Chapter 340 of the ICASS Handbook that have an impact on the post’s ICASS system and work with the service provider staff to give them both an understanding and the means to perform their part of the ICASS process at post.
Who should attend? This session is for the ICASS Service Provider supervisors, both USDH and LE Staff.

Thursday, Day 4:
0900 - 1230 Continuous Performance Improvement for the Service Provider staff: During this session, we work with the Service Providers, both USDH and LE staff, to brainstorm a process of Continuous Performance Improvement. By using the Worldwide Customer Satisfaction Survey, participants, in small groups, choose areas to target for CPI, using both the numerical results and the comments.
We also present a 20-minute film entitled “Fish” that is about customer service.
1330 to 1530:  Cutting Costs using the Worldwide Cost-Saving Initiatives:  During this session, we use the GDB Worldwide Cost Saving Initiatives in small groups to identify possible areas for reducing ICASS costs.  

Who should attend?  Service providers as well as Agency personnel interested in lowering their invoices.

1545 - 1630 Wrap-up: We review the objectives from the beginning of the training and develop Action Items. Who should attend? Anyone who attended any of the training sessions during the week.
Friday, Day 5:
Out brief: The training team meets with the DCM, MC/MO, the Council Chair and the Budget Committee Chair to review the training and discuss any action items. 
Optional Sessions:  
New Embassy Compounds and their impact on ICASS: If appropriate, a session on the ICASS implications of a move to an NEC can be offered.  
Customer Service: We can present a session on ICASS Basics for LE Service Provider staffs who have not attended other training sessions. This session emphasizes their role in collecting accurate workload counts.  We can repeat "But I don't have Customers" and/or “Fish” in English.  We can show and have a discussion of "But I don't have Customers" in Spanish, French, Portuguese or Mandarin as appropriate.  The trainers are available for out-briefings or individual sessions with the participants. We can also conduct special training sessions and/or participate in meetings with the Management staff on specific problems. 
Software Consultations:  If requested, one of the trainers can meet with FMO staff to discuss any questions related to the ICASS software and new FY09 Scorecard.
Other Sessions:  If requested, specialized sessions for a particular group at the mission can be arranged on any ICASS subject requiring further clarification.
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