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	Each year, TMM encourages all ICASS customers to respond to an ICASS customer service survey.  Your questions and comments help us identify both successful programs and those requiring improvements, and we appreciate your candid responses. To ensure a timely response to your concerns, we’ve assembled answers to questions raised in the 2008 ICASS survey.  TMM strives to provide the best service possible and welcomes your feedback.  

2008 ICASS Customer Service Survey

Response to Customer Comments

Q: How long does it take to get access to the ClassNet system?

A: It normally takes approximately one business week to receive a ClassNet and CableXpress account.

Q: Does APO handle registered mail?  

A: No, APOs are not authorized to provide registered mail services.  But, the following services are provided:

1.      First class Priority

2.      SAM (space available)

3.      Book/media mail

4.      Insured

5.      Certified/return receipt

6.      Express (only service that can be tracked online by the customer)

7.      MPS (free service to most other APOs)

CLO

Q: Does CLO have a detailed handout on cable and telephone service?

A: CLO provides as much information as possible, including information in the Welcome e-mail, handouts and personal experience, to new arrivals. The choice and quality of service really does depend on where one resides. Therefore, CLO recommends talking to one’s neighbors to find the service that works best in their part of the city.  Then consult with the Information Management Office for guidance on internet installation.

Q: Does CLO know what is available to newcomers? What about info on Metro passes?

A: The great thing about being in the CLO is that everyone stops by and shares tips on things to see, restaurants, and events. In fact there are two baskets as you enter the CLO: one with events and activities (sometimes with discounts, tickets, and invitations) and the other with recommendations for restaurants, hotels, trips and etc. Paris is an unbelievably rich and layered city that takes a life time to learn. CLO provides newcomers maps, Metro and other transportation information in the Welcome Packet.

Q: Can the CLO provide more information on “deals” in the city?

A: The CLO receives some regular discounts which we pass along to the community such as the BHV card, Printemps 10% discount card, and Bateaux-Mouches coupons. This information is included in the Welcome Packet and at Newcomer Orientation. The USG community also receives special discounts for le Cordon Bleu classes, and coupons for reduced price bateaux mouches. We pass along “discounts” as we receive them through the Franco-File, by posting on the CLO bulletin boards, or through our HOT MAIL list. Unfortunately, Paris is not a cheap city and there aren’t a lot of discounts. 

Q: Can CLO promote more travel weekends?

A: The short answer is that CLOs are not allowed to handle large sums of money required for weekend trips. This is why an excursion such as the ski trip needs to be handled by volunteers outside of the CLO. However, CLO does pass along travel information to our clients and maintains a good library of travel books and literature that all may check out. If someone would like to arrange a vacation or trip, CLO refers them to the Travel and Visitor’s Unit for guidance. 

Q: Which office provides information on life in Paris (what to bring, what not to bring, shopping information, and specific neighborhood information)?

A: The Community Liaison Office (CLO) is dedicated to making the transition to Paris as smooth as possible. The TM-2 welcome cable sent prior to arrival contains information you will need prior to arrival in Paris. The Overseas Briefing Center at FSI also has post information. In addition, the Welcome Packet delivered to the new arrivals’ home by the neighborhood sponsor contains yet more information. New arrivals and families are encouraged to attend orientation with the CLO. Orientation serves to answer questions that may have arisen after arrival. Please alert CLO if there is an issue with the welcome you have received or if you require more information. The Community Liaison Office is here to assist you.

Q: Other than the newsletter, what does CLO do at Post?

A: The eight areas of CLO responsibility are: Family Member Employment, Crisis Management & Security Liaison, Education Liaison, Information & Resource Management, Guidance & Referral, Welcoming & Orientation, Community Liaison, and Events Planning. On any given day, the CLO staff can find themselves dealing with issues in each of these areas.

Q: What are the CLO hours?

A: The door to the CLO is always open from 9 am to 6 pm., Monday thru Friday, except for unusual circumstances. The CLO staff makes every effort to be available for everyone who walks in. There are times when it is extremely busy, and frequently hectic. Each person who walks in is important!  Please do wait while we get to you.   

Q: Does the Community Liaison Office provide services for singles or those without children?

A:  Absolutely!  The CLO organizes tours and Cordon bleu cooking classes that are attended by a cross-section of adults including singles, and those without children.  Our newsletter, the Franco-File is full of ideas to get involved.  The CLO actively solicits and welcomes ideas for events from our community – whether with kids or without!  Let us hear from you. 

Q: Does the CLO assist USG employees who will be based outside of Paris?   

A: Certainly.  However, most of the information collected and on hand relates to life in Paris, since that is where we are based. The CLO is willing to assemble information on more locations in France where USG employees live and work.  The CLO welcomes literature, maps, tips, transportation and recommendations on restaurants, museums and schools – especially from those working in other parts of France.  Please submit this information in a WORD document or scan it where possible. From those documents CLO will create a catalogue of information to pass along to new arrivals.     

HEALTH UNIT

Q: How is the health unit staffed? 

A: The Health Unit has two full time local positions: a secretary/receptionist and a nurse, both with 18 years experience working with Americans.  A local part-time American nurse joined the Embassy in 2005 to complement the team. 

Q: What is the role of the Health Unit receptionist?  Can she answer medical questions? 

A: The Health Unit is a busy office and the receptionist is there to assist in directing customers to the right source for information. However, she is not a medical professional. Most likely she will need to refer you to one of the nurses. If the nurse is not immediately available she will take a message and have one of them get back to you. 

Q: Why does the Health Unit often refer customers to “outside French doctors”? Why can’t some activities be performed in the Health Unit? 
A: Nurses are not licensed to practice doctors’ duties such as diagnosis, prescriptions, and certain treatments.  Each post is staffed differently. The Paris Health Unit does not have a doctor or nurse practitioner.  However, Paris has a large community of English speaking doctors, dentists, and other health care professionals accessible to the Embassy Community. 
Q: Are there many differences between the local and the U.S. pediatric immunization protocols? 

A:  As the Health Unit brochure and Health Unit orientation explain, there are very few differences.  The HU is working on a plan to administer children’s vaccinations in the HU, which will require some restructuring of activities. 
Q: What are the HU opening hours?

A: We are open 9 am to 5 pm, closed from 1 to 2 for lunch.  In theory the HU is closed on Thursday afternoon for administrative duties like most other health units (although here in Paris people still walk in and are seen).  

Q: Does the Health Unit operate the same way as all other health units overseas?

A: Health units may operate differently depending on the country and medical and health conditions at that post. All health units arrange occasional health sessions according to their staffing capabilities.  The HU at post currently gives priority to CPR and AED training.  
Q:  Why doesn’t the post health unit administer allergy shots?  
A: The HU is currently working with the RMO to find a solution which should please employees in need of allergy shots.  Soon we should be able to administer allergy shots in the HU. 

GSO

Q: Why was my POV driven from the port in Belgium to Paris, rather than being trucked?

A: When the shipping company has at least six vehicles coming to Paris at the same time, they are all loaded on a vehicle transport truck at the port and brought to post.  When they do not have this minimum number to transport, they are individually driven.  The Shipping Office has changed its notification to new arrivals to let them know that their POV may be driven to post under these circumstances.

Q: How can we make sure that all necessary preparations are complete before a new arrival moves into their quarters, either temporarily or permanent?

A: The Housing Office is implementing a master checklist which will coordinate the work of all offices involved in the make-ready process.  One person will be responsible for ensuring that all items on the checklist are complete, decreasing the chance that an important step will fall through the cracks.

Q: The roles and responsibilities of the concierges at the Neuilly and Boulogne complexes were not clearly outlined when I arrived.  What are they supposed to do?

A: The Housing Office has prepared Welcome Notes for new arrivals at Neuilly and Boulogne which cover, among other things, the duty hours and responsibilities of the concierges (attached).

Q: My welcome kit had items broken and/or missing; what is being done to make sure the welcome kits are complete and in good order?

A: GSO has recently begun issuing a newer style of “disposable” welcome kits.  These come complete with dishes, sheets, small appliances, and all necessary items before personal effects arrive.  These new kits are factory sealed to arriving occupants, and are theirs to keep – they are also meant to be used on departure, once personal belongings have been packed out.

HRO

Q: Do Human Resources clerks CAJE or classify their own positions?

A: In accordance with applicable regulations, all Human Resources positions are CAJED by the bureau of Human Resources’ Office of Overseas Employment (HR/OE) at the Department in Washington, or by a Human Resources Officer coming from another post.  

Q: Why are some clerks CAJED higher than others?

A: Depending on the job complexities, administrative employees at LES-4, 5 and 6 levels are titled clerks. HR’s clerk positions were reviewed and CAJED by a Human Resources Officer who came from Germany, with subsequent review and approval by HR/OE in Washington.

Q: Is there transparency in the CAJE process?

A: When CAJE was first implemented, post held numerous meetings to explain to supervisors and employees how the CAJE position classification system works.  The Human Resources Office put together a handbook explaining the system, which was widely distributed and is still available.  The Human Resources office is available to organize more sessions to explain how the systems works and is always willing to do it on an individual basis.  Please ask HR if you’re interested.

Q: Is there transparency in the salary survey process?

A: The annual salary survey is completed by a commercial firm, Watson Wyatt, contracted by the Department of State, HR/OE, to gather data from approximately 200 comparators in the local labor market.  The surveys are not designed to measure the cost of living, based on inflation rates.  Rather, the surveys compare salaries for comparable levels of responsibility and complexity.  Once the survey is completed, the HR/OE/CMD recommends an increase, if warranted, in order to remain competitive with comparator firms. Finally, all agencies at post must agree whether the recommended increase is affordable.

FMC

Q: I have been denied LQA at Post where others are drawing LQA.  Why?

A: For those USDH who ordinarily work in the three US Missions in Paris, and for all State USDH employees in France, there is a policy to provide US government leased quarters.  Living Quarters Allowance (LQA) is not an option for these employees.  Several agencies that have locations elsewhere in France have LQA authorized.  If your agency participates in the Tri-Mission Housing Pool, you will not be authorized LQA, as it is in your agency's budget interests to assign you housing from the Pool, as they have already paid into it.  It’s best to check with your agency and the GSO Housing Office.  

Q: Are USDH permitted to cash third-party checks?
A: Regulations forbid the US Embassy from accepting third party checks.  For example, if someone was to cash a third-party check but the check bounced, the US Treasury has no mechanism to get the money already paid out to the second party.  The US Treasury has more leverage over an employee’s check, as they also deal with the employee’s pay.  

Q: How and when can I obtain an Advance of Pay?

A: On transfer to a foreign area, a direct hire government employee may be entitled to a six pay period advance of net salary, which is the maximum amount allowed per Advance of Pay. A lesser amount may be elected than the maximum but the employee cannot reapply for the difference between the prior request and the maximum at a later date.

The advance is repaid by deductions from pay up to a maximum of 18 pay periods.

 

Example:  Foreign Service employee Jane Doe is to transfer to Paris and makes a net salary of $2,000 per pay period. She may request up to 6 pay periods advance which would be $12,000. This may be repaid in any number of pay periods up to a maximum of 18. If she elected to repay it in 18 pay periods, the payment per pay period to repay would be $12,000/18 = $666.67.   In theory Jane's paycheck once at post would be $1,333.33 for the first 18 pay periods and then back up to $2,000 thereafter. But most likely, there would be other pay adjustments and differentials so that the exact number for the net pay would be different. Yet the payback amount and time frame would be the same.

To apply for this benefit, the employee must fill out form JF-55 which must include the Travel Authorization Number from the employee’s transfer orders.  The employee may elect for an Advance of Pay either (a) 45 days prior to departure for an assignment in a foreign area or (b) 60 days upon arrival at the new post in a foreign area.

If the employee is in the US, he or she may take the form to room 1603 Main State/Truman Building for processing.  If the employee is assigned in France, the form may be given to Ms. Corinne Foltier-Thonnel (X-2988) or Ms. Hong-Lan Pham (X-2311) of the FMC's Payroll & Allowances Section Office in room A-16.

 

Q: How do I change my state tax deduction from one state to another if I am moving? 

A: You can make the change at http://www.employeeexpress.gov .  It requires a PIN number so apply on the site if you do not yet have one.  Or, fax a completed W4 form to Overseas Payroll Attn: Karen Curry at 843-308-5425. Please write across the top "FOR STATE TAX". You can find the form at http://www.irs.gov.

Q: School Application Fees - are they reimbursable? 

A: Under the education allowance, the DSSR authorizes reimbursement of a nonrefundable one-time application fee, but only from the school that the child attends (274.12e; see also 277.1d as referred to at 277.2a).

Keeping in mind the benchmark of U.S. public schools for education-allowance purposes, please consider that, if a parent pays an application at several schools, the unattended schools' admission fees are not reimbursable under the DSSR, because the rule Stateside is that a child is only admitted to one public school (or school system) at a time, for residence-qualification reasons. 



	
	


