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(D)ICASS WEBSITE

1. Embassy Copenhagen thanks the ICASS Service Center for the

valuable training they provided to Post in March.  Trainers, Peter

Hogan, Richard Stephens and Marjorie Coffin were superb.

Participants found their teaching style effective and their

knowledge base on ICASS, the Collaborative Management Initiatives

(CMI) and financial details comprehensive.  The training provided

specific skills in work counts and performance standards, as well as

an opportunity for service providers to reflect on process

improvement.

2. We would also like to take this opportunity to report on how we

have implemented the lessons learned from the training exercise.

Specifically, the training highlighted that we need to better

educate our ICASS customers on what services they are entitled to

receive, and what their expectations should be.  To accomplish this

goal we have printed out easy-to-read service standards for each

management (MGT) section.  These, together with the ICASS

participant matrix, will be posted in each section.   To reinforce

the lesson learned that misplaced service expectations can lead to

disappointed customers, we followed the 2009 ICASS survey results

with a comprehensive MGT notice.  The notice addressed customer

complaints with specific actions taken (updating voice mail boxes,

clarifying back-ups when a service provider is away from their

desk).  It also added transparency to what services we are

providing, and who is entitled to each service (for example, that LE

staff were not subscribers to health unit services, nor should they

be rating the HR staff for services to American staff).

4. One of the unanticipated benefits from the training was how the

group sessions served as an informal off-site for ICASS staff to

brainstorm good ideas, and to develop some best-practices suitable

for our team.  Focusing on a spirit of cooperation has been a

long-standing goal, and we try and foster strong lines of

communication with regular staff meetings, as well as group

breakfasts, pizza lunches, and an upcoming activity afternoon for

team-building exercises.  However, during training, more good ideas

were raised by the GSO and IMO staff, including a suggestion from

our warehouse manager, to self-train.  Based on his recommendation,

we began last week a series of six in-house "Mini Seminar" sessions.

 For the month of April, our IMO provided training sessions for the

community on e-services; GSO will later provide training in managing

visits, FMO in representational vouchers and HR in time and

attendance. The sessions have been well received by ICASS staff, as

well as other agency customers.

5. We are optimistic that the training will have continued,

long-term benefits for the Mission, especially given that lessons

learned did provide staff with a sense of self-empowerment.  As

service providers, they can control both the quality of the service

provided and through creative sharing of ideas, they can even

influence the type of services we provide.

MCCULLEY

