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	A. Overall Summary of ICASS Performance for the Mission:
Overall summary of ICASS Services have had a steady increase the last two fiscal years (FYs) and are at or above Post’s target.  There were some exceptions and areas for improvement that were lower than worldwide averages, which are detailed below. 



	B. Executive Summary with Action Plan:
Per ICASS Policy, the Management team and ICASS Council met to discuss ICASS services, identify priorities, and formulate a way ahead to meet customer requirements and increase satisfaction levels.  In reviewing the Post ICASS Survey scores for 2019, the ICASS Council and Management Section determined the survey results overall were acceptable given the limitations of operating a small post with only two U.S. Direct Hire employees and a very limited locally-employed staff.  The goal of the MO/ICASS team is to achieve a minimum of 4.0 out of 5.0 in every cost center which would indicate that ICASS service/expectations are being met. Post has achieved that goal except in four categories: 1. American Human Resources Services, 2. Information Management Technical Support Services (IT Support), 3. Residential Local Guard Program, and 4. Residential Building Operations/Maintenance. 

1. American Human Resources Services:  This score is below target due to no HRO at Post, and limited involvement from Manila HRO.
2. Information Management Technical Support Services (IT Support): This score is due to some growing pains as the island received its first ever fiber optic cable, and outdated technologies, software, and systems were upgraded from satellite connections.  The Department’s growing reliance on a multitude of online applications continues to hamper operations.  In addition, Post has only low-side IT support full-time, with quarterly high-side IT support from Embassy Manila.
3. Residential Local Guard Program: This category’s low score is likely due to lack of oversight and some outright theft at the CMR.  Post has recently hired a new LGF Commander, and local police are now fulfilling their supervisory responsibilities per our MOU.   
4. Residential Building Operations/Maintenance: This category’s low score is likely to improve as Post hired an experienced maintenance staff member and GSO Supervisor, who are clearing out a long backlog of action items.



	1. Detailed Report of Findings for Cost Centers:

Overall summary of ICASS Services have had a steady increase the last two fiscal years (FYs).  Notable exceptions were 1. American Human Resources, 2. Human Resources Services – LE Staff, 3. Administrative Supply, 4. Procurement Services, 5. Non-Expendable Property Management (Warehousing Services), 6. Travel Services, 7. Information Management Technical Support Services (IT Support), 8. Residential Local Guard Program, and 9. Security Services.

Across the board higher than worldwide averages except in the areas of 1. Procurement, 2. Shipping & Customs, 3. Motorpool, Non-Expendable Property Management (Warehousing Services), 4. Information Management Technical Support Services (IT Support), 5. Non-Residential Local Guard Program, 6. Residential Local Guard Program, 7. Security Services, and 8. Residential Building Operations/Maintenance.




	2. Plan for educating customers or managing expectations:
Post Koror will Post the Annual Assessment on the mission’s OpenNet site, and will work with the service providers who permored below the target of 4 to develop an action plan for improvement.  The Management team and ICASS Council will continue to listen to customers’ concerns and recommendations during weekly staff meetings and address them as required.  Where there are regulatory or policy constraints or resources are unavailable to fulfill a request, the Ambassador will explain and work to manage customer expectations.



	3. Status of last year’s Action Plan and Cost Savings Initiatives, and Impact on Customer Satisfaction Scores, if applicable:
Post worked to reduce ICASS costs through a variety of measures.  First, Post received April 2019 a new HVAC system.  That, with an upcoming solar panel project, turning off unneeded lights and equipment, and installation of low energy light fixtures will substantially reduce Post’s electric bills.  Post has also reduced water costs by monitoring usage and repairing leaks as soon as known.  GSO sought out and negotiated a discounted gasoline rate, closely monitored materials used in maintenance and repair work to ensure not only that quality items were being utilized for long-term benefit, but that the Embassy was not overcharged for articles or billed for pieces the vendor did not use.  GSO worked to retain forfeited Shopper Points last year, allowing Post to gain janitorial supplies.  Finally, all Embassy staff are working to increase fiscal responsibility in procurement and work habits, and keep an attention to detail in saving U.G. government funds.  




	Guidance by Section

A. Overall Summary of ICASS Performance for the Mission
This is a broad but brief overview of the performance of the mission’s ICASS platform as part of the overall continuous quality management improvement process, and it will include summaries from Sections “B,” “D” & “E” of the report.  As a supporting element of the Collaborative Management Initiative, this section will summarize overall areas of strength and opportunities for improvement in the delivery of management services.   

B. Executive Summary with Action Plan
The Detailed Findings in Section “C” are rolled-up to an executive summary for each cost center under review.  An action plan, identifying what activities will be undertaken to address the findings, must be included.   Keep this as simple as possible, focusing only on the specific areas that present opportunities, as evidenced by the data.   This should be an interactive process, involving the ICASS Council, and the Council must be involved in weighing changes in the delivery of service against the resources available, and must bear in mind the mandate to contain costs.  The Council Chair and Management Officer must work together to produce the results and proposed action plan that will represent the basis for the Annual Assessment.    

C. Detailed Report of Findings for Cost Centers
Working with his or her staff, the supervisor of each cost center should conduct an in-depth analysis and review using the performance data from the ICASS Customer Satisfaction Survey and eServices/myServices.   Reports to review, and items to consider in the analysis and review of findings are listed below:  

ICASS Customer Satisfaction Survey – Numerical Ratings
· Check whether customers’ evaluations of services have changed, and note whether scores are trending upward or decreasing, and consider what might impact the scores:  
· Has post implemented new practices or tools which have resulted in improved customer satisfaction?  If so, and if this is a result or a prior year’s Annual Assessment, make note of that   
· Have there been significant changes in staffing (unexpected gaps, large numbers of new staff, etc.) during the calendar year?  

ICASS Customer Satisfaction Survey – Numerical Ratings vs. Importance
· Identify services where there are significant gaps between customers’ ratings of the importance of the service and their ratings of satisfaction with the service.    These indicate areas to target in your review and findings.  
 
eServices & myServices
· Does there appear to be a relationship between lower customer ratings in eServices to ICASS customer satisfaction scores? 
· Does there appear to be a correlation between the percentage of time the service provider met the Uniform Service Standards in delivering services with ICASS data showing customer satisfaction for that service?
· If changes to improve service delivery were implemented for this fiscal year does the eServices data reflect this? 

D. Plan for educating customers or managing expectations
In addition to ensuring that the Annual Assessment is posted on the mission’s OpenNet site, the Council, must work with the Service Provider to develop a plan to inform the community of the services being targeted and to underscore how customer concerns are being addressed.  
· Identify the steps that the mission/post will take to share the report and its findings with customers. 
· Indicate how the mission/post will manage customer expectations, especially where there are regulatory or policy constraints or resources are unavailable. 

E. Status of last year’s Action Plan and Cost Saving Initiatives and Impact on Customer Satisfaction Scores, if applicable
This is a good opportunity to review and report any initiatives the mission or post took that reduced ICASS costs, or to include any corrective action suggested by the ICASS Council or service providers. 
Review the information provided in the ICASS Budget Summary Worksheet “Cost Saving Initiatives”   and the mission’s/post’s “Overseas Cost Containment Initiatives (OCCI) plans” and indicate:   
· How Cost Saving Initiatives were implemented; 
· How Cost Containment Initiatives were implemented; 
· The value of the savings or cost containment realized to date or projected; 
· The impact of these initiatives on the results of the ICASS annual Customer Satisfaction Survey. 
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