	ICASS Recognition Award Nomination


	1)  Name, position, grade, SSN/employee number and agency of the nominee.  

(A) Margaret McCarthy, EXO, SSN 554809619 FO-1, B) Patrick Robinson USAID FO-3, 

C) Elena Tretelnikova USAID FSN 12

	2) Name, position, and agency of the nominator(s).
Tom Delaney, Deputy Regional Mission Director USAID, Mark Hunter, Regional Controller, USAID/CAR, USAID



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

One of the greatest stories of 2006 occurred in Almaty, Kazakhstan.  I am compelled to recount this story here, as this forum of recognition is most appropriate.  In September 2006, the Embassy completed its transition to the capital of Astana with the opening of the New Embassy Compound. This year the Alternate Service Provider arrangement by USAID went live and began to serve its clients in Almaty.  A USG presence remained in Almaty, and the ASP stepped in to fill the void. After years of detailed planning, this launch was executed with the utmost professionalism and flair.

The results were that 13 Agencies/customers began to receive 21 services in 2006.  These statistics are distinguished by their magnitude.  The average number of clients in typical ASP arrangements is approximately ten (by one calculation) and average number of services is approximately three. Unique services provided by this ASP are CLO, Pouch, Procurement and Payrolling.  The average ASP working capital fund for 2007 worldwide is $653,000 (excluding Almaty).  The Almaty working capital fund is $3.5 million, more than five times the average ASP arrangement.  The number of personnel serviced currently by the Almaty ASP is approximately 330, including employees and American dependents. The ASP and the traditional ICASS service provider are customers of each other.  For example, the RMO, an ICASS position, is located in Almaty and receives service from the ASP.  In turn, the ASP subscribes to Health Services and LES services from the traditional IACSS provider.

Using a phased-in approach, the ASP gradually started providing ICASS services to the remaining agencies in Almaty in March 2007, beginning with Reception and Switchboard.  The transition was completed with the commencement of STL Non-Residential Building Operations in September of 2006.  

The documentation and communication of this new arrangement defies description.  A newsletter series, the “KASP Newsletter” was disseminated world-wide.  It is posted on the Office for Global Services and Innovation website at the following address:

http://agssi.a.state.gov/index.cfm?fuseaction=public.display&id=8DCA1F33-5CF0-49E3-9EDC-8F0BFBCB6371
I encourage the reader to briefly survey this outstanding compendium of communication in order to have the best understanding of the work that went into not only execution, but reporting out to the world on status, regular progress and best practices.



	4) 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. 
It is with pleasure I nominate Margaret McCarthy, Patrick Robinson, and Elena Tretelnikova for their relentless and courageous drive to make the Almaty ASP arrangement a smashing success.  The ASP in Almaty sets a model and breaks new ground for expanded ASP services.  Surmounting many difficulties and answering many unanticipated questions, these individuals effectively established a new standard which is in the forefront of ICASS alternate service provision.  These individuals worked closely together leading large teams of service providers to provide outstanding services to clients.  Extraordinary coordination was required with numerous offices in Washington to achieve this objective.

The nominees’ performance was clearly instrumental in achieving a major post ICASS goal.  The Embassy moved 800 miles away to Astana, still leaving State and other agencies in Almaty who needed vital services.  The nominees’ were uniquely qualified and talented to lead the many teams to fill this enormous gap.  Without their dedication and skill set, it is unlikely this complex task would have been properly executed.  Moreover, the nominees’ acted as a potent force for change in delivering services to the many remaining clients. Many clients needed careful handholding during the transition, and the high quality services under the leadership of the nominees and follow through successfully managed client expectations throughout the long process.  

I would like to list some of the highlights of the nominees individual performances which illustrate their outstanding leadership:

· The financial office, under the leadership of Deputy Controller Lena Tretelnikova, established a one-of-a-kind financial services operation. She worked with State Department to install LANSPFMS in a USAID controller’s office, the only one of its kind in USAID worldwide.  She coordinated its installation, trained her large staff, and supervised the accounting and payments for other agencies.  She established a 2nd cashier operation, specifically for non-USAID clients.  She coordinated with the USDH staff, the USAID CFO office in Washington and all other ASP clients to obtain Certification Authority for the USDH Certifying Officer at post, persuading several obstinate personalities and external agency office chiefs.  In fact, this is the only mission in the world where the USAID Certifying Officer is authorized to Certify payments on behalf of State Department and other agencies.  This signifies an extraordinary burst of innovation.
· The implementation of the ASP was the culmination of a four year effort by Patrick Robinson.  He was a key leader in developing the plans to phase in services during 2006.  He instituted weekly meetings with the Embassy Management Counselor and GSO, resolving issues and building consensus.  He wrote and disseminated the “KASP” newsletter referred to above.  He also demonstrated his communication and public speaking in May 2006 by delivering a talk to an audience of USG officials about becoming an ASP.  As an example of Mr. Robinson’s proactive approach to the details that would ensure customer satisfaction, he arranged for USAID’s IT staff to be trained on State Department computer applications, resulting in the seamless provision of high-quality support to State section in Almaty.
· In the area of motorpool, Mr. Robinson anticipated and quickly addressed the many challenges that arose.  When motor pool assets in Almaty were strained by the unexpectedly high volume of USG visitors- especially travel by non-USAID staff based in Astana and Washington, Mr. Robinson proactively engaged the ICASS Council to seek its advice and consulted with the ICASS Service Center in Washington to promote solutions.   

Margaret McCarthy, as chief ASP architect, was also a key contributor to the success.  She prepared the strategic plan which address issues ranging from facilities planning to community morale.  She started up and recruited, trained and coordinated the activities for a new Almaty CLO.  She directed her staff to proactively engage other agencies to fully understand their needs and concerns, then coordinated with Embassy offices to establish a timeline for the orderly turnover of service delivery responsibility to USAID.  She clearly communicated unfolding plans to customers and raised issues with Embassy and USAID management through direct briefings.  She obtained the essential Washington concurrences for USAID to provide IT services to State Department and FCS customers in Almaty.  She also treated USAID’s pending assumption of ASP duties as an opportunity for staff development/empowerment.  The result was a strong commitment by her entire team to achieving excellence in service.
Managers from all agencies relied on Ms. McCarthy’s unparalleled ICASS expertise, which was often the basis for anticipating obstacles and effectively addressing sensitive, potentially conflictive issues associated with the ASP transition.  Ms. McCarthy ensured a smooth transition for the staff/functions of the State Department and other agencies remaining in Almaty, both in terms of quality-of-life and operations.  Simultaneously, she and her staff provided support for the Embassy’s move to Astana and the de-commissioning of the Chancery in Almaty.  She comprehensively considered emerging developments and complications (e.g., interim and longer-term security coverage in Almaty, duty officer arrangements), and ensured that upper management focused on the most critical issues.  In doing so, she effectively represented USAID’s interests, while acting as a committed advocate for USAID’s expanding customer pool.  Ms. McCarthy’s accomplishments in leading the ASP transition received wide praise.  For example, a senior USAID official in Washington noted that “lessons learned from USAID/CAR’s experience have been a catalyst for change in other missions, which are emulating the innovative approach for providing ICASS services”; and the Embassy’s Management Counselor expressed his great respect for Ms. McCarthy’s tireless and cooperative efforts. 
The nominees have successfully coordinated security matters with the RSO, in a location where no RSO is posted.  Coordinating the activities of the Security force where no RSO is present has been a tricky issue.  This is an unusual condition where there are over 300 employees and American dependents with no resident RSO.
Mr. Robinson and Ms. McCarthy absorbed the management of other agency housing in the housing pool and receive excellent feedback for services.  A new housing manual was distributed, which was a blend of USAID and State requirements.
The list of unexpected obstacles in this whole process is endless, and cannot be described with justice in this short award description.  A short list of other tasks: The Management office now manages an additional office location on the other side of town where all the State and other Agencies are located.  The Management office is supervising the Information Technology, office maintenance and other services to this additional location.  The Health Unit location was a significant concern during the course of 2006 and was eventually resolved to locate the facility for the long term at the Samal Towers locations.  The Management office had to reconfigure all communications systems for the Almaty clients after the embassy departed.  

In sum, Ms. Tretelnikova, Ms. McCarthy and Mr. Robinson have broken through barriers and opened new horizons in ICASS and ASP operations.   The magnitude of the Almaty ASP far exceeds the size and scope of other ASP operations.  At the technical level, this group was a tour de force of poise, strength and communication.  Expertise was an essential ingredient to their success.  But, more importantly, and what inspires me to invest the time to write this award nomination, is their robust spirit.  Their outstanding accomplishments are only exceeded by their attitude as they have tackled this large task.  At our mission, this group is whole-heartedly admired for both their skills as well as their generous behavior.  Time after time, this group has reacted with the fortitude and congeniality that epitomize the ideals of ICASS.  I recommend that this award be divided equally among the three nominees.


