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International Cooperative Administrative Support Services

Minutes

ICASS Interagency Working Group Meeting 

March 14, 2007
Janet Buechel chaired the meeting.  

Adoption of Minutes of ICASS IWG Meeting:  The IWG meeting minutes for February 21, 2007 were approved without amendment by acclamation.

Presentation - NEC Design and Space Allocation:

Mary Joe Bush, Program Analyst and Joanne Qualey, Architect/Planner from the Planning and Development Division, OBO, gave an overview of the new embassy compound (NEC) design and space allocation process.  OBO’s mission is to provide safe, functional, and secure facilities throughout the world.  There is a fourteen-year $17.5 billion project to build 150 new embassies by 2018, moving approximately 53,000 people behind secured perimeters.  Although security is a primary concern, there is also a goal of better and more efficient use of space in the new embassies.  There are limited resources that are shrinking due to a weakening dollar and rising labor and material costs.  The new space allocation changes were based on a 2002 benchmark study comparing industry standards across four building sectors encompassing 37 projects.  The space standards for NECs are significantly higher than the industry average (see chart in the presentation attached).  In each NEC, there is one shared work room per 30 desks segregated by controlled access area (CAA) and non-CAA.  There is a standard-sized kitchenette per 50 desks and a shared conference room per 30 desks.  The conference room sizes are equally divided among small, medium and large.  There were numerous questions and lively discussion following the presentation.  For those questions the presenters were unable to answer, they committed to research and supply answers prior to the next regularly scheduled IWG monthly meeting.  

Panel Discussion - Current Status of O&M Proposal:

In response to numerous inquiries by IWG members, Department of State was asked to report on the status of the proposed shift of Operations & Maintenance (O&M) functions to OBO (presentation attached).  Marilyn Wiles, RM/BP, chaired a panel discussion, joined by the State Service Provider Representative and OBO.  OBO presented an overview of their proposal and the rationale for the changes (see attached).  They stated that the proposal was being reviewed in the Department but that it was still in the preliminary stages; several committees have been formed to review and assess the issues.  One committee is working on defining what would fall into the O&M “box”.  A primary goal is to minimize costs for ICASS customers.   OBO also provided responses to a series of specific questions culled from IWG members and others prior to the meeting (attached).  
Karen Darden (USDA), Greg Grenier (DOC) and Yash Kainth (USAID) noted that they had received numerous inquiries from their field representatives asking whether the rumor was true that maintenance and repair of NECs was being removed from ICASS and would be funded separately by OBO.  RM/BP emphasized that this proposal was still being reviewed and there were many issues that still needed to be addressed.  IWG members are encouraged to send any questions on the issue to State Representative Bob Bryson.  He agreed to provide the IWG with periodic updates on the status of the proposal.   
Old Business:  

IWG Chair Report:
In the interest on time, the Chair’s report was very brief and it was reiterated that IWG members are encouraged to add to the agenda and bring forward any issues or concerns.  Janet thanked the participants of the Budget Committee for their continued work on the forward planning process.

Director’s Report:  (Attached)


Budget Update: 

Trish Garate (ISC) reported that there will be further budget instructions the first week of April.  The final timeline for the hearings is being established.  
New Business:


Committee Updates:
Trish Garate reported that the Budget Committee is currently reviewing the forward planning process and finalizing a proposed plan.  The goal of the revised forward planning process is to re-establish a review process and better share information between State, other customer agencies and the ISC.  Once the plan is finalized it will be presented to the IEB for consideration.
Policy Committee Co-Chair, Janet Buechel, reported that the Committee met before today’s IWG and discussed the ongoing project regarding the procurement cost center and related metrics and data integrity.  

IT Committee Co-Chair, Michelle Frederick (ISC) announced that the FOB pilot is still underway.  The pilot will be assessing the effectiveness of using the FOB in facilitating non-State agencies ability to access to the Global Database.  
Information Sharing:

Several cables were provided to the IWG and their importance was highlighted in a brief overview by Peter Hogan.  
They include:

· State 021083, February 21, 2007:
ICASS Agency Code Updates for October 2006 thru January 2007

· State 025553, March 1, 2007:
Fiscal Year 2007 Final ICASS Target Setting and Allotment Process

· State 026694, March 2, 2007:
Record Numbers Complete Annual ICASS Customer Satisfaction Survey

· State 026695, March 2, 2007:
2007 ICASS Interagency Awards Program

· State 029140, March 8, 2007:
Chief of Mission Authority – Locally Engaged Staff

· State 029297, March 8, 2007:
March 2007 Monthly Reference Table Updates

· State 029951, March 9, 2007:
Web.ICASS 2.21.00 and 2.21.01: Now Available; Information for FMO and IMO/ISO

· State 030237, March 9, 2007:
Change in ICASS Micro-Purchase Workload Count

Next Meeting

The next IWG meeting will be held Wednesday, April 11, 2007. 
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March 14, 2007

TO:


ICASS Working Group

FROM:  

Ismail Asmal – Director, ISC

SUBJECT:

Director’s Report for March 2007
One’s a Fluke, Two’s a Coincidence, Three’s a Trend….yes???  maybe????

The ICASS Customer Satisfaction Survey is now 3 years old.  As I reported last month, participation was at an all time high, at over 32,000 respondents or 53% of the population serviced.  I can now share with you the fact that 59% of posts achieved the OMB customer satisfaction target of 4.0 (on a 1 – 5 scale) this year.  That’s up 6% over last year.  

While we don’t have all the global reports in from APQC (the contractor that runs the survey for us), posts’ detailed results are now available on our website (www.icass.gov).  Post specific reports containing respondents’ comments have been sent to each Management Officer/Counselor, the DCM and ICASS Council Chair.  The ICASS Executive Board will be briefed on the results at their next meeting in Bogota, March 26 to 28.  The ISC will send out cables to posts that performed exceptionally well in the survey.  We also plan to do a cable on how best to use the survey results. 

Let me take this opportunity to acknowledge the efforts of all the service providers in the field.  Despite the challenges they face in providing services, often under very trying circumstances and in difficult locations with poor infrastructure, the results show that their customers are giving them the thumbs-up sign.  From a score of 3.96 in the first year, the score inched up to 3.98 last year.  This time around, they cleared the 4.0 mark, coming in at 4.03.  Three years in a row leads me to think this is hardly a fluke or coincidence…this is a trend!  Congratulations!  

That said, we all know that even good trends can be reversed very quickly.  If a post has reached the 4.0 goal, it has won only part of the battle.  Maintaining a 4.0+ score is the real long-term challenge, especially in the face of a constantly growing customer base and tighter ICASS budgets.  Some posts have expressed concern that in the current funding situation, we may have set the bar too high and we may need to find new ways of providing top-class customer service with shrinking resources.  We’ve all heard about doing more with less, but we also know that sooner or later you reach a “tipping point” and things start to unravel.  With the unlikelihood of more dollars anytime soon, innovative service delivery ideas, adjusting service standards to bring them in line with resources, managing expectations through communication with customers, and old fashioned customer service are key to maintaining or exceeding the 4.0+ scores.  I know this may be easier said than done, but the results show that you have what it takes.  Good luck!

Budget Preparation Guidance....

In our on-going effort to improve the quality and integrity of posts’ ICASS budgets, the ISC is busy working on budget preparation guidance and checklists for the final FY 2007 budget submissions.  We plan to post these on our website starting o/a April 2.  These instructions, which walk users through the various stages of both the ICASS and Non-ICASS (OBO and DS) budgets, are compiled based on our review of previous budget submissions and what the ISC staff has observed at the various budget workshops.  Posts can avoid time consuming corrections by following the instructions and ensuring that the items on the checklists are complete.  
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