	ICASS Recognition Award Nomination


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

Teresa Stewart, Management Officer, Department of State

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

Peter Covington, ICASS Council Chair, Department of State
3) Name of the Chief of Mission/Bureau Head who approved this nomination and the date of approval.

James D. Nealon, Chargé de Affaires a. i., Embassy Montevideo  April 14, 2006



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

N/A  

Informal surveys demonstrate the increase in service quality as described below.  



	5) Description of the outstanding service or innovation performed by the nominee, including the impact on your post.  You may add an additional page if necessary. 
Teresa Stewart has made strong, proactive contributions to develop ICASS as an effective institution in Montevideo and to develop consensus around the ICASS process.  Before Teresa's arrival at post, the ICASS Council completed its obligations and nothing more.  Teresa, however,  pursued and obtained ICASS training for the Embassy, and this training directly resulted in a more proactive Council and customer-conscious service providers.  

Teresa's performance was clearly instrumental in increased customer service to Post.  Several service providers recently identified concrete improvements they made in their performance as a result of the training.   Teresa encourages a strong customer-service orientation in the Management section.  One agency head said, "I have never received the type of assistance that Teresa has made available to my office."  The Council whole-heartedly agrees.  Two agencies that receive minimal ICASS services have begun discussions to increase their participation because of improvements under Teresa's leadership.   For example, she created and reorganized several positions within GSO, and the changes eliminated gaps in service when the GSO is away and increased overall responsiveness.  She has been an agent of change to develop better ways of doing business and improved the quality of service.  

Under Teresa's leadership, ICASS service providers proactively strive to improve service and effectively manage resources.  She continues to shepherd improvements to the ICASS service standards.  She created a rover secretary position which has tremendously helped member agencies, and providers assisted several agencies to solve staffing difficulties.  Meanwhile, she watches the bottom line.  She is currently leading the charge to reduce maintenance costs for the area surrounding the Embassy and cut several unnecessary costs to pay for increased service in other areas.  

 Teresa was also taken leadership to implement the ICASS process and is instrumental in the development of a culture of synergy, cooperation and respect between the ICASS Council and Embassy Management.  She reconstituted and reconvened the Council when it had fallen dormant and involved Council members in training and the improvement of service.  For example, she inspired and encouraged an ongoing rewrite of service provider standards which involves service providers, Council members, and customers.  She expertly advises the Council, and she created the position of ICASS Coordinator, an effective liaison with the Council which keeps its work on course.   

Teresa Stewart has demonstrated outstanding leadership to build ICASS as an institution, developed a spirit of customer-oriented service, contained costs, and inspired others to take leadership roles to further the goals of ICASS.  Embassy Montevideo is proud to nominate her for this award.




