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ICASS has been engaged in several areas related to the GAO recommendations made one year ago, and is able to report progress on some fronts.  The GAO focused on the use of metrics, reengineering and streamlining, training, and service duplication.  There has been movement in all these areas.

The metrics effort of late has been focused on the Program Assessment Rating Tool (PART) initiative.  ICASS is making a PART submission this year, and has used existing metrics, and created new ones, for this process.  IEB members have engaged in the development of PART measures related to customer satisfaction, procurement, and personnel efficiency.  At the time this report was written, work was on-going in the development of two further measures in the areas of outsourcing and cost efficiency.

Regarding streamlining, the Office of Rightsizing in the State Department’s Management Bureau recently submitted a proposal to the IEB Finance Committee to develop a funding mechanism for Regional Service Centers.  The proposal was accepted and referred to the Interagency Working Group (IWG) to work out the details in conjunction with service providers.  The IWG formed a special committee to further this effort.  That committee met in May, and the ICASS Service Center (ISC) is working on a budget and software model based on guidance provided at the meeting.  The intent is to deliver the proposed model back to the IEB Finance Committee before the IEB meeting in September.

Training continues as a big part of the Service Center’s portfolio, and 2005 will see more post-based training delivered than in any year since the program began in 2000.  This year, an exciting training initiative began with the delivery of the first Management Counselor/Council Chair (MC3) workshops.  Conceived by Larry Mandel and developed and launched by Charlie Slater and his Customer Service team, the program brings together the Management Counselor and ICASS Council Chair from a group of posts where this duo participates in a series of sessions focused on the area of “boundary management”.  The materials were developed specifically for use in the ICASS context from materials used to great effect in working with School Board chairs and Headmasters at international schools.  ICASS is indebted to the Office of Overseas Schools for identifying and making available through their good offices a consultant who has worked with international schools and lent his expertise to our effort.  A cable recently sent to posts worldwide reporting on some of the lessons learned from the workshops is included in your briefing books.

Juergen Tooren, chair of the IEB Accountability and Metrics Committee, has worked with the ISC on some of the parameters for the 2005 Customer Satisfaction Survey.  The survey will be deployed in January, so that the large number of individuals who transfer during the summer cycle may have first hand experience with services at their posts before they take the survey.  The contractor that develops, hosts, and compiles the survey has assured us that the anonymity requested for this year’s survey would be ensured. Also, to enhance its reliability, there will be a mechanism this year to limit respondents to only those services for which their agencies are subscribed.  The option to make comments will be maintained, with pre-screening of comments intended to remove any that identify individuals inappropriately.  In your briefing books is a cable that was sent to the field as a follow-up to the analysis of the Procurement survey results and comments, identifying best practices for those posts desiring a strategy to improve their rating in this area.

Finally, I want to share with you a statistic that we gleaned from the effort to develop some measures for the PART submission.  All of you know that the total worldwide cost of ICASS has risen from some $655 million to just under $1.2 billion since 1998.  At the same time, total direct hire Americans supported by ICASS in the field has risen from 14,880 to just over 19,000.  So the absolute growth in dollars needs to be understood in the context of the growth in the customer base, as well.  Even so, as one can see, total costs have risen at a faster rate than the American customer base.  However, when one isolates the various cost components, it’s clear that growth has not been evenly distributed.  In looking at the cost to support one direct hire American overseas, security looms large as a major component of total cost.  In fact, and not that surprisingly, it is one of the fastest growing.  The average annual increase in security cost per head is around 17 percent.  The comparable figure for regional bureau cost is about 4 percent.  I believe an understanding of the underlying details related to the myriad different cost elements that are included in the overall cost profile for ICASS is helpful.  As we move forward with the PART process, and fulfill the GAO’s recommendation to develop metrics to gauge progress in achieving ICASS goals, we’ll be sharing this information with you.

