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June 21, 2007
Action Memo for ICASS Executive Board

From:   Regional Initiatives Committee

Subject:  ICASS Standardization – Request for IEB Support

Recommendation:   

That the ICASS Executive Board (IEB) direct the ISC, in coordination with the IWG, to establish common definitions, data elements and practices to define services, count workload, and allocate time and costs to cost centers or services in order to support more accurate invoices and corporate metrics to measure the quality, effectiveness and customer satisfaction of ICASS services and thereby provide the information by which to improve service quality and efficiency and provide cost savings.  Posts would then be instructed to implement these new standards as quickly as feasible. 
Approve   ____________________               
Disapprove _____________

Date:        ____________________

Date:           _____________
Background:  

In response to the 2004 GAO report on ICASS, the IEB at that time stated, “The IEB also supports the State Department’s efforts to identify innovative managerial approaches that may be applied and standardized at all or most missions overseas.   The IEB also is committed to attempting to standardize customer expectations of services in support of State’s efforts at greater standardization of service delivery.  

IEB supports strategies to improve ICASS accountability. The IEB is committed to establishing metrics to measure the quality, effectiveness and customer satisfaction of the ICASS services.  

The RIC requests IEB support and ISC action to establish common definitions, data elements, and practices, and to rationalize and simplify ICASS cost distribution practices overseas so that we can make meaningful comparisons among posts.   

Post’s managers currently vary widely in the way they define services, count workload, and allocate time and costs to cost centers or services.  Often, this is the result of service providers or customers attempting to rectify a seeming inequity in the way the cost of service is captured. 

An extensive review of the data from posts over the last year shows that attempts at the post level to insert more equity into the system have, more often than not, complicated the data and hampered transparency.  While none of the practices cited are "wrong", they make meaningful comparisons across posts and time difficult and hinder the use of the ICASS global database to support management decision-making. 

IEB support is critical and its endorsement of a standardization of the rules, definitions, and practices used to distribute costs is essential.  This requires explicit acceptance of one of the original ideas in ICASS: cost distribution (as opposed to cost accounting).  We believe that tradeoff will result in considerably greater payback for all agencies by improving the ability to make useful comparisons among posts and across time and thus identifying the posts and practices that are most efficient.  

If the IEB approves the establishment of common data and practices, the ISC should be tasked to convene all interested parties, including both customers and service providers, to develop those common standards and disseminate them as soon as possible.  This request directly supports the efforts currently underway by the IWG Policy Committee and will help to accelerate their work.

