	ICASS Recognition Award Nomination


	1) Name of Nominee:

D. Mcdowell, L. Velazquez, S. Regan
Position Title/Grade

OMS, Receptionist, Admin Asst
	Post Name & Office:
AmEmbassy Bogota
Agency of Nominee:

State and DoD

	2) Name of Nominator
Kevin Wetmore
Position Title

DRSO
	Agency of Nominator

State


	3) ICASS Council Chair or ICASS Working Group Chair as appropriate – signifies endorsement

Name & Agency:

Lizette Yrizarry, DEA
	4) Date of Nomination:

May 21, 2008


	5) Description of the outstanding service or innovation performed by the nominee, including the impact on your post.  If making claim to monetary savings, state the dollar amount and basis for making the claim.  You may add additional pages as necessary.
Embassy Bogota went from being ranked eigth among large embassies in the ICASS Customer Satisfaction Survey to being ranked number one this year, and the number one ranked ICASS service provider at Post was the Regional Security Office.  RSO customer satisfaction scores surpassed both the regional bureau and worldwide averages too.  The primary interface with our (RSO) customers is comprised of Diana McDowell (OMS), Lucia Velazquez (EFM Receptionist), and Susana Regan (Force Protection Detachment Admin Asst) and it is they who deserve the credit.  They have functioned as a team, backing each other up and not allowing any disruption to the high quality service provided to the community.  They crew the window to which our customers come, and they respond to the overwhelming number of emails, phone calls, and requests (thousands each month) we receive.  Providing service to over 4,600 personnel at a high threat danger pay post is a daunting task, but Diana, Lucy, and Susana have done a magnificent job of providing friendly, timely, rationale and thorough service to our clientele.   They have embodied the can-do attitude we strive for and demonstrated flexibility and ingenuity as well.   They helped design and implement electronic forms to reduce costs and speed the process for numerous requests, such as in-country travel and visitor, vehicle, VIP, and property entry requests, to name but a few.    


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

As noted above, Embassy Bogota ranked first among all large embassies in this year's ICASS Customer Satisfaction Survey, and RSO was Post's number one ranked service provider.  RSO customer satisfaction scores surpassed both the regional and worldwide averages.  The aggregate average for RSO Bogota was 4.305 for satisfaction (4.34 for guard services and 4.27 for security services), in comparison to aggregate average scores of 4.16 and 4.195 for WHA and worldwide, respectively.  The requests for these services all flow through our frontline team of Diana, Lucia, and Susana.  Our customers' comments from the survey reflect this as well.  One customer wrote, "Great changes have taken place in the RSO...  They are much more customer service oriented... AN EXCELLENT TEAM.... CONGRATULATIONS!"     


