FY 2007 ICASS Program Assessment Rating Tool Update
This paper provides a brief description of each ICASS PART measure, the goals for each of them, and a display of the scores for the first three years.

Percent of Posts Scoring 4.0 or Better on Overall Customer Satisfaction

This measure was developed because of the availability of the data from the worldwide ICASS customer satisfaction survey begun in the fall of 2004.  The survey asks customers to rate 28 ICASS services on a scale of 1 to 5 (5 being the best) and to rate services overall as a separate item.  In the first survey, the average global overall score was just under 4.0, and just under half the posts received that score, or better.  In the PART discussions with OMB, it was agreed that the five year (2009) goal would be for 90 percent of posts to achieve a score of 4.0 or better.  The history is shown below.
	FY 2005
	FY 2006
	FY 2007

	47 percent
	53 percent
	59 percent


Percent of Posts Scoring 4.0 or Better on Customer Satisfaction with Procurement Services

In the original survey, Procurement Services tied with Leasing in having the lowest global average score, at 3.8.  In the PART discussions, it was agreed to include this service’s scores as one of the measures, with the same percentage score as the metric.  The goal was set at the same level as for overall satisfaction, to achieve a score of 4.0 or better at 90 percent of posts by the fifth year.  The history to date is below.

	FY 2005
	FY 2006
	FY 2007

	38 percent
	45 percent
	45 percent


Ratio of Direct Hire American Customers to DH American Service Providers

One indicator of how efficient an ICASS operation is at a given post is the ratio of American customers to service providers.  The support costs for the latter, including salary, post assignment travel, housing, allowances and other items consume about one fifth of the total ICASS budget.  Increasing the ratio indicates that bureaus are managing to hold USDH service provider growth below the rate of customer growth through efforts such as empowering LES to take on more functions.  The goal is to achieve a global average ratio of 18.5 to 1 by 2009.  The history of this ratio’s change over time is shown below.

	FY 2005
	FY 2006
	FY 2007

	16.48 to 1
	16.93 to 1
	17.34 to 1


Weighted Average Per Capita Costs per Direct Hire American in ICASS

This measure looks at per capita costs in recognition of the fact that looking at dollar growth alone doesn’t adequately factor in growth in the customer base, which has risen by 400 to 500 customers each year over the past few years.  In considering the target, OMB acknowledged that while the hope is that customer growth might allow for declining per capita costs as economies of scale are achieved, upward cost pressures from the weak dollar, new embassy compounds, and security requirements exceed routine management support resource requirements which, taken in isolation, might decline in per capita terms.  In fact, an analysis prepared for the ICASS Executive Board and available at www.icass.gov under the “Hot Topics” listing, shows just that, with regional bureau support costs per head fairly stable over several years.

The goal that was set for this measure was 4.5 percent.  The history is shown below.

	FY 2005
	FY 2006
	FY 2007

	5.64
	5.17
	4.82


Percent of Small Purchases Made with Purchase Cards

In the 1980s, the General Services Administration began to deploy credit cards so that government personnel could use them as an alternative to submitting purchase requests, resulting in purchase orders, executed by procurement bureaucrats.  For non-procurement specialists, this initiative became known as the “micro-purchase credit card” program, allowing program officers, with minimal training, to make routine purchases of supplies and equipment.  Limitations were usually imposed on “per-purchase” and “per-month” amounts that could be executed by program users.  These cards are used overseas by General Services staff in ICASS.
The PART measure is the percent of small purchases, defined as $3,000 or less (recently increased from $2,500), made with purchase cards.  The history is shown below:

	FY 2005
	FY 2006
	FY 2007

	36%
	52%
	41%


NOTE:  See separate discussion of why the decline occurred and a proposed new data source to produce this metric.
Percent of Posts Conducting Outsourcing Alternatives Analysis
OMB, in its discussions with the Department about PART, agreed that the potential for outsourcing varied widely from region to region and post to post.  Nonetheless, it was anxious to see that there was movement to utilize this mechanism to streamline operations wherever possible.  As such, OMB agreed to an “interim” measure, assessing the potential for outsourcing everywhere rather than setting goals for implementation two years ago.  These assessments are performed as part of the Rightsizing plans developed at each post, and the data is gathered by the Office of Rightsizing within M/PRI.  The progress on this measure is shown below:

	FY 2005
	FY 2006
	FY 2007

	38%
	53%
	64%


Although it has not been formally discussed as an element of the PART to date, the logical next step is to measure actual outsourcing at posts where it is considered feasible as a result of these analyses.  Outsourcing at posts with high potential would presumably be an element of Rightsizing action plans, which are performed as a follow-up to the Rightsizing plans. 

