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MINUTES

ICASS EXECUTIVE BOARD MEETING

Library of Congress

June 23, 2004

9:00 a.m.  - 1:00 p.m. 

Principals in Attendance:
Commerce


Carlos Poza
DoD



Dr. Wayne Schroeder

FAA



Juergen Tooren for Douglas Lavin

Intelligence Community
Paul Graver 
Justice



Paul Corts

Library of Congress

Judy McDermott

Peace Corps


Gopal Khanna

State



William A. Eaton

Treasury


Carolyn Austin-Diggs

USAID


John Marshall

USDA



Lyle Sebranek

HHS



Robert Morris for Dr. Stephen Blount
OMB



James Kulikowski


Decision items:
· IEB to meet 4 times a year at a minimum, September, December, March, and June.

· IEB to set up two ad hoc committees, one for the budget process and the other for accountability and metrics.
· IEB agrees to co-fund State’s customer satisfaction survey tool for mandatory implementation at all posts. 
1. Welcome

Ms. Judy McDermott,  Chief African/Asian Acquisition and Overseas Operation Division at the Library of Congress, welcomed the ICASS Executive Board (IEB) members to the Library of Congress’ Madison Building. 

2. Opening Remarks from Executive Board Chair William Eaton 

· ICASS Executive Board Chair and Assistant Secretary of State for Administration, William A. Eaton, began the meeting by stating that the IEB desired a more aggressive role focused on cost containment and service quality.

· Mr. Eaton noted that there are different perspectives between Washington and the field with some looking primarily at cutting costs while others focus more on improving services.  He said that both of these are equally important and he challenged the IEB with reconciling the two points.

3. Adoption of Minutes of November 18, 2003 ICASS Executive Board (IEB) Meeting.  

The IEB accepted the November 2003 meeting minutes without amendment. 

4. Old Business:  

· Follow-up to the IEB Offsite – 
Following onto a discussion begun at the IEB offsite Mr. Eaton reminded the Board that they had discussed meeting four times per year and the members agreed to do so.

Mr. Paul Corts (Justice) suggested that the Board establish sub-committees to manage all on its plate similar to the way the IWG works.  There was general agreement to this approach and to setting up ‘ad hoc’ committees rather than standing committees.  Agreement was reached on establishing a sub-committee to address the ICASS budget process.  Final membership of this sub-committee include; Paul Corts (Justice) as chair, Carlos Poza (FCS), Gopal  Khanna (Peace Corps), John Marshall (USAID), Lyle Sabranek (FAS), Paul Gravel (Intelligence Community), Wayne Schroeder (DOD), and William Eaton (State). 

The Board settled on a tentative schedule of  June, September, December, and March for their meetings and asked that the Budget sub-committee report back with recommendations of how the IEB can best interact with the budget cycle.

Mr. Eaton said that the IEB had also discussed taking on a larger roll in the ICASS planning process.  He directed the Board’s attention to a straw man Strategic Plan developed by  JoAnn Clifton, IWG Chair.  Ms. Clifton explained that her proposal was based upon historical information gleaned from discussions and ICASS documents.  She said it did not reflect recent IEB discussions at the off-site.    Mr. Eaton asked that the IWG provide the IEB a draft strategic plan prior to their September meeting.   He asked that the plan include information about funding needs and the source for such funding.

The Committee agreed that a sub-committee be established to look at accountability and metrics.  Mr. Eaton asked that the IWG take the first cut at an accountability model to present to the IEB sub-committee and to include in the model any expectations of and incentives for the service provider, Council Chair, IWG, IEB, and DCM.  Membership in this committee includes Juergen Tooren (FAA) as chair, William Eaton (state), John Marshall (AID), Judy McDermott (LOC) and Carolyn Austin-Diggs (Treasury).

The Department of State reported that it was developing a web-based customer satisfaction survey for use at post.  The survey is standard across posts allowing the results to be rolled up and analyzed at the regional and worldwide level.  The results would be available to the post management including the Council Chair.  The plan is to provide this tool to 40 posts by October 1 and to allow other posts to purchase the tool.  

The IEB expressed their desire to expand this State initiative and to make its implementation mandatory at post.  The IEB agreed to co-fund with State implementation of the initiative and to tie the survey to post budget submissions.  They agreed that this information would be valuable as a base line for customer service metrics.  In addition to looking at general customer satisfaction the IEB agreed that posts should be looking at how they are performing against their standards and they asked the sub-committee to include this in their discussions of metrics.

5. New Business:
Larry Mandel reported to the Board that there were no disputes for their review .  He drew the Board’s attention to the letter from EPA addressing its concerns over the agency’s  Paris invoice.

Mr. Mandel next drew the Board’s attention to the draft IEB response to the GAO report.  He reminded attendees that many of their individual agencies have been invited to respond directly, as well.  The members asked that he request a one week extension to the deadline for comments.

6. Reports

· State/USAID Shared Services Study

Douglas Utley of Scott Madden Associates explained that the objectives of the State/USAID collaborative study were to identify and evaluate “duplication” of services.  The study focused on four missions where State and USAID maintain parallel services the teams looking specifically at Motor pools, Warehousing, Residential Maintenance, and Leasing services.  These were evaluated to determine potential cost and benefits from designating one or the other as the sole service provider.

General Findings of the study:

· Service levels can be improved and/or costs reduced through consolidation of motor pools, warehousing/property management, residential maintenance, and leasing
· Service levels and customer satisfaction are high in target services with one exception

· ICASS processes are not standard from post-to-post, which increases complexity and costs 

· ICASS and USAID have established service standards, but neither collects, reports, analyzes, or applies performance metrics to manage services

· ICASS provides nine of fifteen services at lower costs than USAID

· ICASS councils are not involved in ICASS management to the extent that guidelines describe
ICASS management recommendations from the teams:
· Standardize ICASS processes among posts to reduce complexity and costs

· Improve involvement and communication with customers

· Institute incentives for management officers to drive down costs while maintaining service levels

· Establish explicit performance metrics and targets for each service

· Evaluate targets quarterly

· Use results in evaluations of management officers

· Stratify service levels and charge for actual volume usage and service level
Recommendations by Service:

· Motorpool - Consolidation can further reduce requirements for drivers, vehicles, and management 

· Warehousing/Property Management - Consolidation of warehouses can reduce requirements for management, warehousemen, space, and inventories.  Housing, appliance, furniture, and generator pools can improve availability of items while reducing inventory requirements, ware and tear on items, drivers, vehicles, warehousemen, and management

· Residential Maintenance Maintenance  - organizations are overstaffed (Some have as many as one maintenance FTE for every house)ICASS and USAID parallel services duplicate skilled crafts and management, and should be consolidated

· Leasing - Leasing functions directly parallel one another and should be consolidated to reduce management costs
· Service Provider Presentations on Improvement Initiatives

Jay Anania, Director, Office of Management Policy and Office of Rightsizing the USG’s Overseas Presence from the Department of State spoke about the changing paradigm for overseas management support.  He explained that the old paradigm of posts supporting themselves has given way to a new paradigm of regionalization and centralization to address both affordability and quality of services.  Mr. Anania highlighted that  it is easier to control both cost and quality if services are performed centrally.  He explained that for Iraq some of the services normally provided at a post are being performed at HQ through the Model for Overseas Management Support (MOMS) pilot.  He stated that the hope is to apply this model to other dangerous/difficult posts.  Mr. Anania explained that a partnership with ICASS is essential for such an approach to be successful.   For centralization to work well some degree of standardization must be supported by all agencies, for example all agencies using the same forms to process financial transactions.
Matt Burns, Director Center for Administrative Innovation reported on several state initiatives:

· State Messaging and Archival Retrieval Toolset (SMART) technology to replace cable and e-mail systems

· Integrated Logistics Management System, integrating the entire supply chain

· Regional/Global Financial Management to provide for greater standardization of overseas financial activity

· Post Administrative Software Suite (PASS) providing a standard approach to administrative support

· Computer-Aided Job Evaluation (CAJE) to standardize and reduce time for job classification

· Frankfurt Regional Center for provision of services at the regional level

· Diplomatic Post Office, similar to the APO to provide mail for overseas personnel

· Web-move a web system to facilitate employee moves

· E-Allowances, system for streamlining submission and verifications of allowances

· ISO 9000, documents business processes allowing establishment of base for a metrics program

· Baseline and Metrics, a customer satisfaction survey tool to be used 

Will Moser, Deputy Executive Director, EUR/EX, Department of State spoke on behalf of State ICASS Service Providers.  Mr. Moser said that ICASS is failing both the service provider and customer.  In expressing service provider concerns regarding the final post targets for FY04 he said that the service providers provide a level of service desired by customers.  To then not receive the funding to pay for it, the service provider feels is a breech of trust.   

He expressed his disagreement with the notion that State is not containing costs, and said State, as the largest customer of ICASS, has the most to gain from cost containment.  He cited several steps that the EUR Bureau  has recently taken to contain costs such as limiting LES salary increases and the ability of posts to add ICASS positions. 

Differences of opinion were expressed by attendees surrounding the budget mark that was provided to Agencies in preparation for FY04, i.e. whether there was clear communication regarding assumptions about exchange rate fluctuation.  Several IWG members pointed out that the IWG Budget Committee warned service providers at the beginning of the FY04 budget process that there would most likely be no increases to targets at mid-year and that there might even be reductions.

Mr. Eaton noted that there was a gap in communication between the service provider and the IEB.  He challenged the board to bridge that gap and do a better job of setting expectations. 

7. Concluding Remarks – Assistant Secretary William A. Eaton

Mr. Eaton noted that the next IEB meeting would take place in September and that the Department of Justice has offered to host the meeting.  

The meeting was adjourned at 1:00 p.m. 
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