	Outstanding Leadership Award Nomination


	1) Name of Nominee:

Steven T. Cowper
Position Title/Grade

Management Counselor
	Post Name & Office:

Embassy Monrovia, Management Office
Agency of Nominee:

USAID, serving in a State/ICASS position

	2) Name of Nominator: 

Brooks A. Robinson
Position Title
Deputy Chief of Mission
	Agency of Nominator
State Department
	3) Date of Nomination:
May 11, 2009

	Approvals/Endorsements
	

	4) Immediate Supervisor of Nominee
Name:

N/A:  The nominator is the supervisor.  


	5) Chief of Mission (Embassy) or Bureau Head  (domestic)
Name:   Ambassador Linda Thomas-Greenfield 

	6) ICASS Council Chair (signifying endorsement by Council) or Washington ICASS Working
Group Chair (domestic)

Name & Agency:    
Frederic Scott, USAID  


	7) 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 (below). If making claim to monetary savings, state the dollar amount and basis for making the claim. You may add an additional page if necessary.
Award criteria: Leadership in pursuing one or more of the following objectives  (Check box as appropriate):
XX  a) Containing costs;
 FORMCHECKBOX 
   b)
Eliminating duplication;
XX  c)
Improving ICASS service delivery through streamlining/reengineering;
XX  d)
Implementing innovative Improvements in customer service

In less than a year at post, Steven Cowper has completely transformed both ICASS management and ICASS service delivery at this post, which is one of the toughest in the world.  His superb grasp of ICASS principles, keen sensitivity to divergent interests, and above all, his excellent leadership skills enabled him to forge interagency cooperation to strengthen the ICASS process, to significantly improve ICASS service delivery and customer satisfaction, and to introduce cost savings and “green” initiatives (which also generate cost savings).  
Liberia is still emerging from 14 years of civil conflict that destabilized the sub-region and claimed hundreds of thousands of lives.  And Embassy Monrovia is still recovering from years of emergency evacuations (more than any other post in the world) and crisis-driven management.  It remains a 25% greater hardship, 10% danger pay, adults-only post.  The Embassy provides electricity and water to all offices and residences because municipal power and water reach only a few neighborhoods.  We have unmet infrastructure needs and many assets that have exceeded their anticipated life spans.  The LE Staff, many of them traumatized during the war, lack the training and experience that would have come from operating in a normal environment.  On top of all that, the post doubled in size over the past three years to its current size of 65 Americans and 230 Locally Employed Staff (LES), spread over seven agencies.  In this difficult environment, the ICASS service providers face huge challenges, which they meet with a staff of 10 Americans (USDH and EFM) and 180 LE Staff, all supervised by Mr. Cowper. 
When Mr. Cowper arrived in August 2008, Monrovia’s ICASS Council was not particularly effective and consolidation planning had languished.  Within three months he got a consolidation plan adopted, negotiated an interagency furniture and appliance pool, and revitalized the ICASS Council.  In the interest of transparency and accurate cost-sharing, he worked with each ICASS Council member to explain how the system works and get them more involved in their bills. In the past, some agencies tended to sign off on what they were given with truly understanding.  When Peace Corps returned to Liberia after 18 years and some ICASS issues became contested, he negotiated an agreement within the Council that won thanks from the Peace Corps representative on the ICASS Interagency Working Group for his “outstanding support and assistance.”   
Several of Mr. Cowper’s initiatives created significant cost savings.  The furniture and appliance pool saves time and money.  Before, each agency stocked equipment/furniture and GSO had to keep the records and manage the storage space for the separated items.  Now that we have a pool, less time is spent managing the items, and we are able to keep smaller stocks on hand.  Mr. Cowper won additional ICASS funds to expand the motor pool and carry out desperately-needed renovations by sending convincing memos and being a persistent lobbyist.  (We are one of only three posts in Africa to receive such funding this year.)  He convinced the Budget Committee to use those funds to purchase seven mini all terrain vehicles for short haul jobs in and around the compound, and to replace part of our fleet with smaller, more fuel efficient vehicles.  These smaller vehicles will reduce the number of larger GSO & Facilities vehicles required, lower our gasoline consumption, and reduce our carbon foot print. 
As he turned his attention to service delivery issues, Mr. Cowper wisely focused initially on steps that would improve post morale.  He sent out his own informal survey, and used that to shape priorities as he led the service providers to streamline processes and enhance customer service.  For example, facilities maintenance was a frustration:  Steven directed his staff to streamline the work order process, improve monitoring and follow up, and hire more staff in the most critical areas.  Travel services were another sore spot:  he arranged for a private company to place proper travel agents in the Embassy, where they sit side-by-side with our LES travel staff.   Procurement systems and supplies management were tightened to give us better service - and better accountability.  Check-in and check-out procedures for incoming and outgoing staff were improved, and group briefing sessions organized to convey key information.   A room in the recreation hall/cafeteria on-compound was upgraded and has become a favorite spot for morale-boosting Friday night Happy Hours, as well as for special events.  The list could go on.  The bottom line is that our ICASS customer satisfaction survey this spring proves his success:  our results jumped significantly from last year, and exceeded the average for all posts world-wide!  Equally indicative of his success is that Americans at post say morale is higher, and I believe them because more than half have extended.  And a majority of the officers slated to arrive this summer have already extended, which means the word is out that Monrovia is a good post.  
Mr. Cowper recognized that staff development is particularly important at this post because we have many entry-level officers and most of our LE Staff had no training or consistent mentoring during the years of conflict.  He guided the Human Resources Supervisor to develop a training plan, worked with the Foreign Service Institute to organize a week of strategic retreats and training sessions, and persuaded Washington to send a three-person team out for a week-long ICASS workshop.  ICASS staff have already started to introduce improvements that grew out of the workshop, such as changing cashier hours to better meet customer preferences.   Mr. Cowper's thoughtful efforts brought new skills, especially to the ICASS LE Staff, and fostered a sense of common purpose.  The Ambassador praised his initiatives, saying, “Steve is truly dedicated to helping us achieve my desire for a ‘one team, one mission’ spirit in the entire embassy community.”  

In short, I could not agree more with an Embassy officer who said, “It’s like night and day since Steve got here.”   His extraordinary contributions to ICASS management, service quality, cost savings, and customer satisfaction show him to be one of the finest ICASS leaders in the Foreign Service.  He fully merits the ICASS Outstanding Leadership Award.  



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

Our ICASS customer service satisfaction survey this spring tell the story.  In every regard, this year our team scored better than the Africa average, better than the worldwide average, and better than in 2008: 
     
Overall ICASS Services

 

2009

2008

MONROVIA

AF

Worldwide

MONROVIA

The service provider understands my needs

4.18

3.95

4.01

3.97

n=223

n=7540

n=37630

n=116

The service provider welcomes my feedback and uses it to improve service

4.17

3.85

3.93

3.81

n=220

n=7337

n=36475

n=111

Overall, I am satisfied with this service

4.20

3.92

4.00

3.95

n=224

n=7569

n=37734

n=115




