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FROM THE ICASS SERVICE CENTER

1.  (U) SUMMARY:  The next six months will see the

introduction of many changes to ICASS which will require

frequent, detailed discussions with all serviced agencies.

The ICASS Executive Board (IEB), at their recent meeting,

stressed the need for regular and timely communication

with customer agencies to ensure these and other changes,

particularly as they relate to budgets, are appropriately

conveyed.  As part of posts? planning process, the meeting

calendar outlined in reftel, at a minimum, should be used

to convey these changes and ensure customer agencies are

well informed in a timely manner.  END SUMMARY

2.  (U) The ICASS Executive Board (IEB) met on March 13,

2008, and was briefed on a range of issues, including

uniform service standards, proposed changes to the TDY

policy, major changes to the ICASS Handbook, and the

difficult budget situation.  In short, there is a lot

going on in ICASS which will impact all agencies.  This

cable is intended to remind posts of the importance of

regular and timely communication between the service

provider and customer agencies.  This is especially true

when issues arise that will affect agencies? budgets,

levels of service or changes in process/procedures.  The

IEB expressed its strong desire that service providers

maintain an active dialogue with all serviced agencies to

ensure the timely notification of any significant changes

in ICASS.

3.  (U) A recent billing dispute, which was addressed by

the IEB at their meeting, highlighted the importance of

early communication and the value of regular Council

and/or Budget Committee meetings.  The dispute centered

around a major change in the handling of lease costs at a

large embassy.  Post was informed of the changes in May,

2007, but this information was not passed on to the

customer agencies until the distribution of the initial

FY08 invoices in November, 2007.  Faced with a substantial

un-budgeted increase to its ICASS invoice which caused

serious affordability issues, an agency disputed its

invoice, citing the lack of advance communication.  While

this dispute was resolved, the IEB tasked the ISC with

reminding posts of the importance of clear and regular

communication with serviced agencies.

4.  (U) As a reminder, reftel outlines a calendar of

recommended ICASS meetings for the post Council and Budget

Committee.  This calendar is aligned with the various

annual post ICASS milestones (budget closeout and forecast

for next fiscal year, strategic planning process, mid-year

overview/final budget, workload counts/time allocation)

and provides the appropriate venue and timing for

communicating with serviced agencies on the range of ICASS

issues, particularly as they relate to budgets.  Following

this minimum schedule, especially in this year of

significant change, will ensure that all customers are

kept abreast of important issues and their potential

impact.

5.  (U) As we enter this period of significant change, the

ISC is available to assist posts with any questions or

issues.

6.  (U) MINIMIZE CONSIDERED.
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