	ICASS Recognition Award Nomination


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

Steven Huete, Agricultural Counselor, Foreign Agricultural Service (USDA/FAS)
-- Guatemala's ICASS Council chair for the past two years

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

Scott Heckman, Management Counselor, Department of State 

-- Principal ICASS service provider for Embassy Guatemala


	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.

Guatemala's performance on the annual ICASS customer satisfaction survey has climbed steadily upwards for the past two years, despite lean budgets that have forced the elimination of 10% of the post's ICASS FSN positions during the same time frame.  This year's survey data is posted at:
http://www.icass.gov/index.cfm?fuseaction=public.display&id=3ae6c212-355c-4791-9f0e-747a8e819d40

At the same time, Guatemala has eclipsed other posts in the Central America in the number of direct-hire Americans served per direct-hire ICASS employee at post (see PART metric entitled "Ratio of USDH Service Providers" at the following ICASS web page: http://icass.gov/index.cfm?fuseaction=public.display&shortcut=JW5Q).  The higher ratio of customers served is a reflection of the recent establishment of a number of new American positions in the U.S. Mission, while holding down growth in the number of ICASS service providers. 



	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. 
Steve Huete's two-year tenure as Guatemala's ICASS Council chair has been marked by steady improvement in Mission morale and customer satisfaction despite increasing resource constraints:  a tighter ICASS budget, a shrinking ICASS staff and a growing number of US citizen positions.  

When Steve took the helm in early 2005, the Mission could not afford cost of living raises for its FSN staff.  The ICASS budget would not permit any wage/benefit increases that year, so the entire Mission had to go without.  Under Steve's leadership, we conducted an intensive campaign to augment the ICASS budget -- individual agency heads took the Council's recommended talking points to their headquarters offices and lobbied hard for additional ICASS funds.  At the same time, the Council authorized a number of staffing cuts, reducing the aggregate wages for ICASS FSNs and thus allowing a make-up cost of living increase in 2006.  The effect on Mission morale was dramatic -- we saw improvement across all agencies. 

In 2006 the U.S. Mission added 17 new American positions.  Almost every agency expanded in some form, increasing the number of ICASS customers by approximately 15%.  Guatemala now leads all other US missions in the region in the number of customers served per ICASS employee and per ICASS dollar spent.  This did not happen by accident -- under Steve's leadership the Council streamlined its service standards, eliminated one cost center altogether, and improved the efficiency of other cost centers by re-organizing their spending priorities.  For example, the Customs and Shipping office, long the subject of customer complaints, improved satisfaction levels by more than 17 percent in one calendar year.  The Community Liaison Office was close behind, mostly due to newcomer outreach and housing improvement programs organized and sanctioned by the ICASS Council.  Steve served as an active member of the ICASS Working Group for housing, helping research the associated employee morale issues and developing program improvements that addressed those concerns. 

Steve's ICASS Council meetings are a model of teamwork and mutually beneficial decision-making.  He develops realistic agendas, pre-cooks the issues with the interested parties, and leads the meetings to consensus decisions that never include interagency bickering and only rarely require a majority vote. 
Steve's crowning achievement is this year's ICASS budget, which is rising in a year when other post budgets are being reduced.  Under Steve's leadership we convinced the Washington funding bureau that Guatemala was doing all the right things, getting its support work done as efficiently as possible with only minimum ICASS staffing and deserved additional budget resources.  As a result we can afford some long-awaited improvements to our housing program and our medical unit.  

Citation:  For outstanding leadership of Guatemala's ICASS Council, 2005 - 2007.

Suggested award amount: $ 1,000.00.          


