Outstanding Leadership Award Nomination

1)  Name, position, and agency of the nominee.  

Elizabeth Hinson, Administrative Counselor, State Department/Embassy Lima

William Elderbaum, Executive Officer, USAID, Lima

2)  Name, position, and agency of the nominator(s).

Roberta Jacobson, DCM, State Department/Embassy Lima

Larry Fuell, Agricultural Attache, Department of Agriculture, Lima, ICASS chair


3) Name of the Chief of Mission/Bureau Head who approved this nomination and the date of approval.

Ambassador John R. Hamilton, 30 May 2002



4)  If appropriate, was this individual’s contribution documented using measurements or surveys?  If so, please describe the measurement and the result.

Lima's ICASS service user survey in April underscores the high degree of satisfaction with ICASS services in Lima under Elizabeth and Bill's leadership.  Considering the changes that have already occurred with the construction of the NOB, specifically the changes that have accompanied integration of AID into the ICASS system, the level of satisfaction is remarkable.  The average response for the 21 services evaluated was just under 4.0 (on a 5 point scale).  Eleven services, lead by RSO, payrolling, the health unit and the CLO, were at or above that level, while ten were below.  Lowest satisfaction was with the current switchboard system, which is one of the key areas that Elizabeth and Bill are addressing as part of the inclusion of USAID on our campus.  

Typical comments on our ICASS services provided by users include:  

"Very repsonsive; always manages (to accommodate) a walk-in"  (health unit services)

"Keeps all our financial records accurate and up to date."  (FMO services)

"Helpful and professional staff."  (GSO services)

" Hurray for opening the second cashier window!"  (FMO services)  



5) Description of the outstanding leadership contribution(s) of the nominee, including the impact on your post.  Link this contribution to one or more of the award criteria.  You may add an additional page if necessary.  (Award criteria: a) Leadership in implementation of the ICASS process, characterized by foresight, persistence, and persuasiveness;  b)  Successful actions as a change agent in developing new and better ways of doing business at post to improve the quality of services or reduce costs; c)  Proactive contributions to the development of consensus at post on ICASS issues; d)  Performance in a manner that is clearly instrumental in the achievement of major post ICASS goals and objectives, and without which success would have been uncertain or seriously delayed.)
The State Department and AID administrative teams, under the leadership of Ms. Hinson and Mr. Elderbaum, respectively, have done an outstanding job of merging administrative functions of the two agencies in anticipation of AID moving to the new office building (NOB) on the embassy compound on July 1, 2002.  Their integration of communication and support services, which began more than a year ago, is a model of what cost-effective, symbiotic ICASS operations should be about.   From the start they have worked in a spirit of camaraderie and cooperation that will serve the country team extremely well once the move to the new building is completed and has already saved more than one million dollars in support costs.

Starting last year, the State and AID administrative teams undertook jointly a comprehensive review of every ICASS service center and determined how cost-effectiveness could be improved in the context of the move into the NOB.

Big Changes
Reception and Switchboard.  The embassy is upgrading its current switchboard three years ahead of schedule to provide one piece of equipment that will serve both buildings, rather than maintaining a separate AID switchboard as had been planned.  This improvement alone is estimated to save $500,000.  In addition, AID was able to convert its switchboard operator to other duties.  The existing team of four ICASS switchboard operators will be able to handle 130 new phones due to the advanced features of the new system.  The costs for the switchboard operation will then be spread over a wider customer base.  

Warehouse.  AID is offering warehouse/inventory service to all non-State agencies in a new facility it has identified, outfitted and will manage.  This will enable the embassy to more efficiently manage its overcrowded warehouse on the compound.  

Computer Services.  The Information Management Center is combining 18 distinct internet service provider (ISP) contracts into one single ISP for the entire compound.  AID will contribute its new firewall and other technology.  

Small Changes
Administrative Supplies.  The embassy expendable supply center will be relocated and AID will join that center rather than continue its own.  The existing supplies have already been combined on compound with a beneficial weeding out taking place in old stock. 

Travel Services.   Two separate travel offices will be combined and located in the NOB.

Cafeteria.  Several options were examined by the team, including expanding the current cafeteria in the main Chancery building and relocating it to the NOB.  The decision for now is to expand service at the present location and to arrange for limited delivery of food and beverages to the NOB. 



Non-Residential Guard Services.   Guard service will be added to the NOB (and dropped from the former AID building) and AID’s ICASS invoice adjusted accordingly.  Sharing the costs of compound perimeter security will be more reasonable since AID has joined the facility.

Mail and Messenger.  Previously separate services for two locations will be combined with a view towards building a mail handling facility on the compound but separate from either the main Chancery or NOB.

Areas for Future Cooperation
Language Training.  Discussions have begun leading to the creation of an embassy language training area in the NOB that would enable the Post to provide most cost-effective language training for both U.S. and LEP staff, and possibly even serve as a regional language training/conference center.

Financial Management.  Changes in accounting and vouchering were discussed but no major changes were approved yet.  A bank teller will be added to the NOB.  

Reproduction.  In the future the embassy reproduction facilities might move to the NOB and AID might be contracted to provide this service for all interested ICASS members.

Vehicle Maintenance.  If and when AID changes from its current diesel fleet of cars, the State and AID motor pools might be combined.  A diesel pump has just been added to the Embassy generator diesel tank.  This will enable the ICASS pump attendant to fuel the AID fleet on compound.  And this will make it easier for the Embassy motorpool and other agencies to consider diesel vehicles for in-town use thereby lowering operating and maintenance costs.  

Human Resources.  Currently AID participates in the country team awards process.  There is discussion of expanding cooperation and merging other overlapping HR functions in the future.

Parking:  While not an ICASS cost center, lack of parking was a hot button issue for many employees who foresaw the already short supply of parking becoming completely overbooked with the advent of AID.  An interagency parking committee which included FSNs and Americans formulated a fair and equitable parking policy.  This plan is being implemented by a committee composed of the Financial Management Officer and FSNs from various agencies including AID.  

For the above reasons, and with extraordinary teams of employees supporting them, we strongly recommend Elizabeth Hinson and William Elderbaum for the ICASS Outstanding Leadership Award.  If a citation is needed, we would recommend the following:  

For their outstanding vision and leadership in integrating State and AID administrative services with the relocation of AID to the New Office Building on the embassy compound in Lima, resulting in more integrated services, significant ICASS cost savings and a more cohesive administrative system at Post.



