ICASS Award Winners
Award
     
Individuals/Teams
Post
 

2008

Outstanding Leadership

First Prize
 
Andrew Oltyan (State)
Santo Domingo
Second Prize

Sergio Henriques (State)
Praia
ICASS Recognition Awards



Andrew Maybrook (AID)
Almaty


Yelena Tretelnikov (AID)
Almaty


Tatiana Semykina (State)
Astana


Jonathan Floss (State)
Kolonia


Lucia Velazques (State)
Bogota


Diana McDowell (State)
Bogota


Susan Regan (Defense)
Bogota


Kevin Blackstone (State)
Cairo



Gary Herbst (State)

Brussells

2007

Outstanding Leadership

 First Prize
 
Paula Bravo (State)
     
Managua


Alex Dickie (USAID)


Monica Drazby (USAID)


Deidra Reid (State)

For achieving a "transformation of ICASS Nicaragua."  Each nominee played an integral role in revitalizing post ICASS operations through the implementation of an extensive training program and development of a consolidation plan that reduced overall administrative costs in addition to planning the move into a New Embassy Compound.  "This team exemplifies the ideal of cooperative services, working together as an efficient unit to reduce costs . . . streamline service delivery and eliminate duplication of 
services with accurate financial controls."
Second Prize

Management Section

Manila

For their accomplishments as "leaders of improvement" at post.  Challenged by a growing customer base, post engaged all of its employees, particularly the local staff, in a search for new ways of doing business while containing costs.  They achieved impressive results through outsourcing, improved technology, process improvement, post-led training and other activities which have "generated savings in excess of 5,000 man hours and thousands of dollars in our first year.  More importantly, we have laid the groundwork for future successes as we ~ expand the efforts outlined above, increase LES participation and move towards interagency consolidation.”
ICASS Recognition Awards

Valeria Kayatin, Senior GSO (State Dept) U.S. Embassy Belgrade for identifying the need for and securing a replacement warehouse for Embassy Belgrade that eliminated associated excess and duplicative costs and generated savings for post in excess of $125,000 annually.

Steven Huete, Agricultural Counselor (USDA/FAS) and ICASS Chair, U.S. Embassy Guatemala, for his role in streamlining and consolidating services and reorganizing spending priorities at Embassy Guatemala.  Under his leadership, Guatemala now leads all other U.S. missions in Central America in the number of customers served per ICASS

employee and per ICASS dollar spent.
Dr. Sandra Bagley (FSHP, M/MED), Dr. James Bayuk (Clinical Director, M/MED) and Dr. Jill Darken (RMO, Lagos), U.S. Embassy Abuja, for developing and implementing an innovative approach for funding medications, culminating in substantial regional savings;

USAID staff Margaret McCarthy (EXO), Patrick Robinson (Deputy EXO), and Elena Tretelnikova (Deputy Controller), Almaty, Branch Office of U.S. Embassy Astana, for their leadership and accomplishments in implementing ASP services at post;

Bangkok FMC staff for their successful actions in containing costs and implementing constructive changes which resulted in increased operational efficiency;

Craig Gerard (CLO) U.S. Embassy Cairo, for his 'going the extra mile' in organizing community outreach and implementing a sponsorship program for welcoming newcomers into the community;

Bobbie Miller (Assistant GSO), U.S. Embassy Damascus, for overcoming local obstacles to establish public auctions for surplus property, generating significant funding for post;

Cathy Lienhart (Instructor), FSI, for going beyond her normal responsibilities to continuously improve and update ICASS training courses, in particular those courses outside the FSI curriculum that are used for ICASS post-specific training; and 
David Rundell, (Political Counselor and ICASS Council Chair), U.S. Embassy Riyadh, for his exemplary leadership of post's council (five years as a member, three as chair), and accomplishments in containing costs.

Tracy McMackle, (Admin Assistant), Foreign Agriculture Service, U.S. Embassy Tokyo.  Ms McMackle revitalized both the Committee and its working groups as empowered management forces.  She initiated an aggressive program to comprehensively and collaboratively review and rewrite post's service standards.  Her efforts culminated in major improvements in the effectiveness of the Budget Committee as well as significant cost savings to customers.

Peter Thaning, (GSO Travel Manager), U.S. Embassy Stockholm, for his initiative and industriousness in establishing lower cost plane tickets for ICASS customers, increasing options for travelers, and broadening the U.S. carrier market for post.

2006 (CY 2005)

Outstanding Leadership

First Prize
 
Brian Carney,
     
Gaborone



Regional XO, USAID and



ICASS Council Chair

For his leadership in guiding the USAID Regional Center for Southern Africa (now, USAID Southern Africa) in eliminating duplicative administrative services, and his formation and leadership of a Working Group between the Embassy and USAID to carry out rightsizing.  Employing an exemplary non-partisan approach, Brian was instrumental in eliminating USAID-provided GSO services in favor of ICASS, while providing analysis demonstrating savings for all agencies at post.  Brian Carney was the initiator of consolidation of administrative services and rightsizing at post, and continued to be the

primary motivator throughout the evolution, repeatedly finding solutions to seemingly intractable obstacles.

Runners-Up (Shared)
The Management Section
Singapore



Michelle Burton
Karen Stanton



John Giacolone
Robert Wert



Todd Katschke

For their "innovative breakthroughs in eliminating duplication, demonstrated leadership in cost containment, streamlined service delivery, [and] improved customer satisfaction" resulting in lowered per capita charges for direct hired Americans and increased ICASS participation at post.  In particular, the management section introduced office and residential furniture pools at post resulting in significant savings, and regionalized the residential furniture pool to include U.S. Embassy Bandar Seri Begawan.  




Jonathan Pratt, 

  Luanda




Management Officer
For transforming a stalled consolidation effort "mired in dissatisfaction," but made necessary by Embassy Luanda's move to their new embassy compound, into one of innovation, cooperation and acceptance by all at post.  Under his leadership, post now has a single service-provider platform - State - with an alternate service provider - USAID - providing the two specific services resulting in significant savings and increased morale.  According to the USAID Mission Director, Jonathan Pratt "demonstrated a strong commitment to openness and cooperation; a formidable capacity for innovative thinking

and problem solving; and a singular talent for leading while keeping others at, and on, his side."

ICASS Recognition Rewards
Aaron Bascue, Information Management Specialist, U.S. Embassy Sophia; for developing and implementing Voice over Internet Protocol (VoIP) at post which saved over $68,000 in the first year and hundreds of thousand of dollars to date as other posts

have implemented variations of his model.  Aaron has become the subject matter expert on VoIP technology and works actively to assist Washington, Regional Information Management Centers and Embassies to implement VoIP on a larger scale which ultimately may save the diplomatic community millions of dollars.

Charles Bullington, Financial Management Officer (FMO), U.S. Embassy Hanoi; for uncovering substantial fraud and abuse at post; and initiating an Organizational Environmental Assessment review and a Metrics Committee.

Col. Calvin Carlsen, Senior Defense Representative (DSCA) and ICASS Chair, U.S. Embassy Sanaa; for building up a barely functioning ICASS council into one of high

participation and non-partisanship.

Carrie Dailey, Executive Officer, USAID, and ICASS Chair, U.S. Embassy Conakry; for resuscitating their dysfunctional council, establishing performance standards where there were none, and introducing timely review of workload counts and invoices.

Right-Sizing Group, U.S. Embassy Gaborone, comprised of the following USAID employees: Eileen Devitt, Controller, Walter Hammond, Deputy Controller,  and Barry Collins, Deputy Executive Officer, and the following State Department employees Maureen Danzot, FMO, Jacqueline Holland-Craig, Management Officer (MO), Elizabeth Campbell, General Services Officer (GSO) and Sergio Tristan, Facilities Manager; for working together to eliminate duplicative administrative services in a cooperative manner while providing cost-analysis and lowered overall administrative costs.

Bupendra Hutheram, Regional Financial Specialist (FSN), and Kemp Long, Regional FMO, State Department, U.S. Embassy Pretoria; for their collaborative effort to develop and implement a comprehensive set of metrics and performance standards for each of four post locations and coordinating these into a single integrated service network, and conducting training and team-building exercises for service providers and customers.

Vickie Lawrence, FMO, State Department, U.S. Embassy Berlin; for invigorating ICASS at post by incorporating best practices gleaned from each mission post, conducting classes to inform service providers and customers of their ICASS roles and empowering council to assume a more robust role in ICASS decision-making.

Amanda Magrath, ICASS Customer Service Representative (EFM), State Department, U.S. Embassy Phnom Penh; for developing innovative ways for improving service delivery, implementing spreadsheets for uniform submission of metrics, and achieving for post the highest response rate for the ICASS Customer Satisfaction Survey in the East Asia and Pacific region. 
Teresa Stewart, MO, State Department, U.S. Embassy Montevideo; for acting as an agent of change in reconstituting and reconvening post's dormant Council, and reorganizing post's administrative staff to eliminate gaps in service, all in the spirit of

customer-oriented service and cost containment.

Jonita Whitaker, MC, State Department, U.S. Embassy Khartoum; for initiating progressive actions to render post's ICASS program more effective, including training

for service providers and customers, cross-training for Sudan's field office staff, and coordination between post's State Department service provider and Consulate General Juba's alternate service Provider (USAID).

Robert Nettey, Information Management Systems FSN, U.S. Embassy Accra, Ghana, for developing an on-line evaluation system (OES) for measuring performance and increasing individual and section accountability for ICASS service providers.  The OES is being used effectively at post to streamline ICASS services in preparation for their move to their new embassy compound.

2005 (CY 2004)

Outstanding Leadership

First Prize
 
ICASS Council and
     
Phnom Penh




Key Service Provider Staff

Jim Ahn

Jun Campo

Pannha Chet

Tolika Chhim

Samouth Chhun

Setha Chuon

Sunnette Francisco

Eric Hernandez

Maryanne Hoirup-Bacolod

Amanda Magrath

Jennifer McIntyre

Youra Ouk

Sokhom Pheng

Robert Popchak

Sophea Tan

Dana Williams

For their outstanding support for, and whole-hearted participation in, the Shared Services Project.  Over the past year, Post's ICASS team has scored breakthroughs in elimination of redundancy through the successful implementation of four State/USAID shared service pilots, which are expected to achieve substantial savings.  The ICASS Council also initiated the innovative step of hiring an ICASS customer representative who, in the words of the Chief of Mission, proved "an unqualified success."  ICASS recognizes the

ICASS Council Chair, Maryanne Hoirup-Bacolod, and the Management Officer, Jennifer McIntyre, for their leadership and ingenuity in increasing transparency, streamlining the

ICASS process at post and encouraging greater involvement by ICASS customers.  Specifically, they conducted a comprehensive update of ICASS performance standards and workload count methodology, established the first performance metrics for most customer-used services, and met in group and individual consultations with all U.S. and

senior LES ICASS staff to explain ICASS objectives and methodology for collecting meaningful metrics.

Second Prize (Shared)


 
Mirela Kacevac
     
Sarajevo






Mgmt Assistant (USAID)

for her initiative as a worldwide leader in developing Alternate Service Provider (ASP) methodology for ICASS.  At post, she provided the leadership and technical knowledge to point the way toward potential ICASS cost savings and avoidance of duplicated services.  Using her own adaptations of ASP ICASS software for cost calculations and becoming a facilitator, Ms. Kacevac engaged USAID's support staff in cost analysis of their and ICASS's administrative support services.  Beyond post, Ms. Kacevac has been instrumental in debugging and suggesting improvements to ASP/ICASS software, and developing training for ASP/ICASS at conferences and other USAID missions.


 
Richard Steffens
     
Prague






Senior Commercial Svcs. Off.&





ICASS Chair (Commerce)

for his development of a basic but comprehensive methodology and checklist for outsourcing ICASS services. Post estimates cost reductions generated by Mr. Steffens's

initiative at over $600K per year, or 12% of post's annual budget.  More significantly, he has developed and disseminated an outsourcing model that, according to post, can be replicated at embassies throughout the world.

ICASS Recognition Awards

Adel Attalla, Financial Management Analyst (State), U.S. Embassy Cairo; for her analysis and costing out of ASP proposals for the Joint Services Project.

Cecilia Serban, Shipping Assistant (State), U.S. Embassy Bucharest; for her exemplary customer service and expertise in general and in particular her customer orientation in ensuring smooth transition for employees arriving at and departing from post.

William Stevens, General Services Officer (State), U.S. Embassy Minsk; for his many initiatives at post, particularly, but not limited to: identifying measurable goals for each unit in his department; creating individual users manuals for each apartment at post; increasing average size of apartments while reducing costs; and the acquisition and completion of new Marine Security Guard quarters expanding their area by 75% at no additional cost.

Vadim Orlovsky, Senior Human Resources (HR) Assistant, and Yulia Petitto, HR Assistant, (State), U.S. Embassy Minsk; for their successful early submission of CAJE results and their consistently high level of customer service contributing to the overall level of morale of the mission.

Leadership Team comprised of Christopher Stillman,  Daniel Brown and Charles McShane (State) and Derrick Brown, Robert Appiah (USAID), U.S. Embassy Dar es Salaam; for their successful elimination of duplicative service providers in the Joint Services Project.

Sophea Tan, USAID/ICASS Alternate Service Provider Account Technician (USAID), U.S. Embassy Phnom Penh; for her diligent and extraordinary efforts in the successful establishment, formulation, and management of post’s ASP budget;

Jacqueline Exeni, Accountant (USAID), U.S. Embassy La Paz; for her resourcefulness and creativity contributing to a three percent reduction in post’s ICASS budget and her conduct of a comprehensive feasibility analysis for shared services at post; and

Lilian Murphy, General Services Officer (State), U.S. Embassy Hanoi; for her initiative and attentiveness to detail in successfully renegotiating and consolidating utility, leasing and maintenance contracts resulting in significant savings for post.

CY 2003

Outstanding Leadership

      First Prize
 
Vickie Lawrence,
     
Moscow




Senior FMO

In particular: her guidance and contributions to ICASS Council meetings; her efforts to make ICASS more understandable to service providers and customers; her initiative in separating workloads by consulates thereby providing more equitable cost distribution; her comprehensive review of all Mission Moscow performance standards (which are available on the ICASS website), making them more post or consulate-specific; and her development of a standard operating procedure for requesting new locally engaged staff.

      Second Prize

David Schindel,
Paris

Eur. Rep. to the Nat’l Sci. Foundation

In recognition of “his exemplary achievements in establishing ICASS best practices, forging a close and effective partnership with the ICASS service provider, and guiding the ICASS Council through a difficult period of uncertainty over future office space.”  Dr. Schindel has chaired the Embassy Paris ICASS Council since 1999.  During this period he took the initiative in scheduling Council meetings in line with the ICASS budget schedule thereby ensuring proper lead time for proposing changes to services and other matters (posted as a “Best Practice” on the ICASS website); instituted an annual “ICASS 101” seminar for incoming ICASS representatives; guided the agencies at post through a difficult transition to new, smaller office spaces, convening a working group on space planning to ensure equity and transparency for management issues.
      Third Prize

Jacqueline Holland-Craig,
Gaborone

Management Officer

In recognition of her improvement in the delivery of ICASS services to all agencies at post.  Ms. Holland-Craig “epitomized the true spirit of ICASS by tackling the difficulties and growth of another agency which [had] caused a severe drop in service standards to all agencies.”  
Team Achievement


      First Prize

ICASS Council/
Zagreb




Service Provider Partnership

Jan Edmonson, State

Beryl Blecher, FCS

Carolyn Gorman, State

James Ruth, Treasury

LTC Ron Stephens, ODC

Martina Delija, SSA

William Pounds, State

Dorothy Sarro, State

George Gains, State

Gretchen Harrison, RAO

Mark Moody, State

Pablo Trujillo, DAO

Larry Allen, State

Greg MacDonald, State

Jeffrey Nedoroscik, USAID

William Jeffers, USAID
For their collaboration in problem solving and cost management and will receive a cash award of $7,500 to be divided between members of the team.  Embassy Zagreb moved to a new embassy compound in May of 2003.  In this environment of challenge and increased expenses the interagency team found creative ways to manage budgets and cut costs while maintaining an efficient work environment and customer-related services.  Notably, the Council set up a working group to overhaul their performance standards; specific services were targeted and improved in response to an ICASS customer service survey; two services were successfully out-sourced resulting in significant savings; and a third service was absorbed into another contract thereby saving further costs.
      Honorable Mention
ICASS Working Group
U.S. Mission to Nepal


Michael Sampson,USAID

Kristine Smathers, USAID

Michele Sprechman, State

Todd Stone, State

Holly Lindquist Thomas, State

Joann Brandt, State

John Kramer, State

Wendell Bullington, State

Katya Stone, State

Ranesh Acharya, State

Arun Tamang, State

Surendra Shakya, State

Santa Thakali, State

KB Chettry, State

Bhuvan Nakarmi, State

Mohan Prasai, ODC

Bishnu Dewan, State

Sujan Karmacharya, State

Kirti Joshi, Peace Corps

Amod Pathak, Peace Corps

Hari K.C., State

Nir Khadge, State

Kiran Sharma, State

Sunit Rizal, State

Hari Dahal, State

Sita Mahat, State

Anne Peniston, USAID

Burdett Rooney, Peace Corps

For their exceptional initiative and performance in resurrecting and re-energizing their previously moribund ICASS Council.  The interagency Working Group, including both agency representatives and service providers and both direct-hire Americans and locally engaged staff, conducted an in-depth review and revision of all of their performance standards; brought in an ICASS post-specific training team; and initiated new property management, medical supply and workload count procedures leading to increased efficiencies and cost-cutting.
CY 2002

Outstanding Leadership
Leticia Macapinlac,
     
Madrid




Management Counselor

For creating an “ICASS Handbook” for post ICASS Council laying out essential information so that members could quickly understand all that was relevant to ICASS in Madrid.  

Team Achievement


      First Prize

ICASS Health Unit
Conakry


Julie Pruitt

Angelique Stringfellow

Masarah Tarawali

Krista Brown

For designing and implementing a new system for procuring medicines and supplies resulting in savings of 55% over preceding two years.

      Runner-Up
Interagency Service 
Pristina


Provider Team

Enver Malesiu

Edmond Hajrullaaga

For developing and implementing a database program for tracking  procurement, distribution and storage of supplies for individual agencies present at post. 

Goal Sharing
Administrative New 
Singapore




Ideas Task Force

	Karen Ng

	Chui Pun

	Angela Nguyen

	Patrick Freeman

	Jermaine Lee

	Rosemini Dimyati

	Liew Chui Pheng

	Amgad Milad

	Cecilia Wong

	Grace Ang

	Ita Wahab

	Robert Blankenship

	An T Le

	Thom Proctor

	Robert Wert

	Lyn Gutensohn


For setting as their goal, the development and implementation of a collection of software applications to improve the efficiency and effectiveness of administrative services.


CY 2001

Outstanding Leadership (Nominated as teams)

      First Prize

Elizabeth Hinson ,
Lima




Admin Counselor



William Elderbaum ,



Executive Officer (USAID)



For successfully merging several administrative functions in preparation for moving to a new embassy compound.  According to the post’s DCM and Council Chair:  “Their integration of communication and support services…[was] a model of what cost-effective, symbiotic ICASS operations should be about.

      Second Prize

Marialice Eperiam,
Kolonia



Admin Assistant



Philip Giles,



District Conservationist  (USDA)

For exemplifying ICASS dedication to service through their foresight, persistence and persuasiveness in bringing USD

Team Achievement



Port-au-Prince

For eliminating multiple expensive and inefficient water delivery services to post and implementing direct deposit payments for their Foreign Nationals far ahead of the Washington-imposed deadline.

Diplomatic Readiness Gain-Sharing (two selectees)
Ho Chi Minh City
Jann Rohlander
 

David McCrane


William Connerley

Annelee O’Brien

Nguyen Than Son

Nguyen Van Khuong

Luong Van Tri

Proposal to replace post’s current e-mail and paper-based systems with web-based applications.



Almaty

Jorgan Andrews


Jeffrey Brock

Jason Hartzhog

Battle Gorman

Christopher Tremann

Neil McGurty

Bonnie Anderson

Gregory Davis

Iris Pulido

Yevgeniy Kozhevnikov

Mikhail Artyomov

Leonid Dyachenko

Alexey Saulin

Alexey Khovrin

Sergey Matveyev

Yevgeniy Yerokhov

Alexandr Starchenkov

Alexandr Lavrov

Ivan Zatsepin

Vladimir Loktev

Sergey Kirichenko

Zhalil Zhukenov

Tulesh Zhaniev

Maxim Fatkulin

Denis Dolmatov

Mukhtar Smailov

Serik Tlepov

Magauya Meyramov

Danil Gladyshevskiy

Sergey Bakulin

Oleg Doilzhanskiy

Yuriy Malnev

Vasily Beskorovainiy

Anatoliy Filipijev

Zhanna Lim 

Proposal of actions and timetable to complete office renovation “fit-out” construction, coordinated through the ICASS Working Group to ensure customer participation throughout the process.

CY 2000

Post Best Practices


      First Prize

Rabat

For the process and manner in which they achieved significant savings by outsourcing their janitorial and gardening requirements to a commercial service provider.  They were commended for the exemplary cooperation with and within their ICASS council, for the efforts to keep impacted FSNs on-board all decisions during the process and for the aggressive job-counseling and job-search for all displaced employees.

      Runner-Up

Athens

For the effective partnership between post’s ICASS council and service providers which resulted in significant savings:  reducing/eliminating VAT taxes; improving telephone call accounting; streamlining voucher processing; etc.

Outstanding Leadership

      First Prize
Conrad Turner,
Islamabad


Administrative Officer

For initiating a comprehensive ICASS customer service survey and then working directly with service providers to address problems raised in the survey.  He oversaw the rewriting of service standards and the launching of new training programs for FSNs.

      Runner-Up
Charles Werderman, FMO
Geneva

For his initiative in providing employees greater flexibility at time of departure from LQA posts and his continuing efforts to ease  customer agency employees’ transition to life abroad.

      Honorable Mention
Ismail Asmal, FMO
Hong Kong

For his assistance to the Bureau of African Affairs in managing their ICASS budget and for his leadership in developing innovative technology-based tools to improve productivity and customer satisfaction at posts worldwide.

      Honorable Mention
Juan de Dios Ramos,
San Jose


Chief FSN, BFO

For improving services while reducing costs, most notably the development and implementation of an electronic payment system that reduced utility costs by $80K annually.

Customer Satisfaction


      First Prize
Seoul Health Unit
Seoul

For their 24-hour availability, emphasis on preventive medicine, and ability to assess complicated medical problems and expertise, resulting in improved health and morale at post.

      Runner-Up
IRM Staff
Brasilia

For their innovative and comprehensive incorporation of intra and internet into post communications and their application of telephone cost-accounting resulting in $45K annual savings.

      Runner-Up
M&R Staff 
Warsaw

For developing and implementing streamlined services while avoiding disruptive interruptions to embassy operations during major renovations the embassy chancery and annex.

CY 1999

Post Best Practices

Kuala Lumpur

For the successful partnership between ICASS Council and service provider that resulted in improved productivity and cost savings; notably streamlining work processes while diminishing duplication; terminating/consolidating leased properties to maximize their use and marketability; establishing a furniture pool; implementing a purchase card program; consolidating agency vehicles into a pool; and much more.

Outstanding Leadership

      First Prize
Raphael Mirabel,
Seoul


Supervisory GSO

For creating a customer-driven GSO team; supporting the renegotiation of leases for customer agencies; initiating innovative ways of enhancing the embassy’s bargaining power; and designing and administering a customer satisfaction survey using results to focus on areas rating less than A-Plus. 

      Runner-Up
David Herbert,
Jakarta


AGSO

For providing leadership as a key factor in the successful integration of the USIS motor pool, janitorial, printing, and property operations with their State counterparts at post.

Customer Satisfaction

      First Prize
Administrative Section
Riga

For providing services “second to none”.   Post’s annual customer satisfaction questionnaire gave ratings of either excellent or good in 92 percent of the responses.

      Runner-Up
Multi-agency Computer
London


Aided Job Evaluation and 


Performance Pay Team

For implementing programs resulting in improved deliver of services, customer satisfaction and savings.

CY 1998

Post Best Practices


First Prize

Bangkok

For its outstanding achievements in forging a strong cooperative and constructive working relationship between post management, the Council, the Working Group and Service Providers at one of the largest diplomatic missions in the world.  The improvements and precedent-setting initiatives of this partnership involving thirty-five U.S. Government agencies and offices have provided a solid foundation for management change in the future.  The Embassy Bangkok ICASS team, led by an involved and committed Ambassador and DCM, established a set of objectives that included a thorough review of each cost center for customer satisfaction, quality of service, cost basis per unit of service provided, responsiveness, and service provider staffing.  Operations were streamlined and excess positions eliminated.  Embassy Bangkok’s initiative on the procurement of physical fitness equipment with ICASS funds led eventually to the establishment of a Department-wide Overseas Physical Fitness Program that now benefits all posts.  In sum, the teambuilding and supportive environment established at Embassy Bangkok can serve as a model of partnership and cooperation worthy of emulation by other posts. 


Runner-up

Brasilia

For its pioneering efforts in fostering a customer service orientation and in responding to needs of the customers representing twenty six agencies at the sixth largest ICASS post in the world.  Recognizing the importance and need for training, Embassy Brasilia, working closely with the National Foreign Affairs Training Center (NFATC), developed a "Customer Focused Management Seminar" that was held at the Embassy as well as at the constituent posts in Rio De Janeiro and Sao Paulo. The course was well received and lauded widely, and is now part of the NFATC curriculum.  Embassy Brasilia has budgeted three percent of its ICASS service provider payroll to training in recognition of the ongoing nature of training and its essentiality to the success of ICASS.  Innovative and creative, Embassy Brasilia has established an FSN ICASS “ombudsman” position directly under the Administrative Counselor to improve communications with the customer and respond directly to their requirements.  The Counselor for Administration’s annual “Report to Stockholders” has been placed on the ICASS Internet website as a best practice.   

Outstanding Leadership

      First Prize
Joseph Cuddihy (INS),
Rome


ICASS Council Chair

Mr. Cuddihy has served as the ICASS Council Chairperson for three years including the pilot year when Embassy Rome was one of four posts that developed and tested ICASS policies, procedures, and systems.  His leadership and skill in turning a concept into an operational reality have left an indelible impact on the present ICASS system.  Under his adroit stewardship, the Rome ICASS council originated the concept of the Basic Package and provided invaluable input into the development of the cost distribution software.  Mr. Cuddihy used his superb interpersonal skills and management acumen to forge a consensus on some contentious issues such as the Rome Annex, housing assignments, and the budget.  His leadership in moving the post forward after the pilot year when there was some disappointment that the post had to conform to the standard ICASS policy and procedures rather than continue with the locally developed system was exemplary.  Mr. Cuddihy has kept Embassy Rome in the vanguard of post ICASS achievements.   

      
Second Prize
Brent Schaeffer (USAID),
Moscow


Working Group Chair

Under his outstanding leadership Mr. Schaeffer brought an often divided working group to consensus and his extensive review of budget information and workload counts led to cost savings for many agencies and a more equitable distribution of costs.  Thorough, knowledgeable, and dedicated, he not only was an effective advocate for his own agency’s interests, but he also assumed a leadership role in ensuring that all agencies were treated fairly.  He initiated the preparation of detailed workload charts that depicted each agency’s data in relationship to the overall post workload statistics.  In addition, he was instrumental in the development of ICASS service standards and a post policy on the treatment of TDY personnel.  Mr. Schaeffer’s proactive, central role in the establishment of ICASS at the second largest ICASS post in the world was indispensable to its success.


Third Prize (shared)
Josef Bruntschu, FSN
Bern


For initiatives in support of all agencies in his management of a maintenance and repair program of $40 million dollars in real property assets.  In addition, Mr. Buntschu initiated a telephone toll cost savings program reducing costs for all agencies by more than 15%.  His outstanding leadership skills, innovative ability, integrity, and dedication have marked his 32 years of service with the Embassy.  Mr. Buntschu epitomizes the kind of resource manager that ICASS is seeking to streamline administrative operations and respond to the needs of the customer. 



Jorge Cintron
Managua

For providing high quality, economical services to all agencies and promoting a collegial decision making process for administrative services and special projects despite a reduced budget.  His strong leadership and interpersonal skills, and collaborative management style were essential factors in creating a cooperative and professional atmosphere within the ICASS Council.  Mr. Cintron provided accurate and timely information on ICASS costs and their budgetary implications.  He provided an exceptionally high level of customer service.


Joyce R. Forrest (FBIS),
Vienna



Co-Chair of the Vienna



Tri-Mission ICASS Council

Ms. Forrest excelled at coordinating and managing the disparate requirements of the three missions in order to achieve consensus.  Responding to Council members concerns that the ICASS budget process be "fair to all," Ms. Forrest worked closely with the service provider in a rigorous examination of staffing levels and the correlation between staffing and costs.  The result was lower costs for the twenty government agencies represented at post.  Under her astute guidance the Vienna ICASS Council explored service alternatives and was able to provide a choice of two service providers for the procurement cost center.  Ms. Forrest’s leadership, powers of persuasion, and commitment contributed significantly to the reduction of costs and the improvement of the quality of services.


Customer Satisfaction

      First Prize
Customer Service Center
Abu Dhabi


Staff

The Customer Service Center (CSC) is a new "one-stop shop" check-in point for new employees and their family members.  Newcomers can complete all required personnel, payroll, and budgeting forms at one desk.  The latest information on the status of their HHE, POV, and UAB is available and the CSC staff arranges appointments for courtesy calls and briefings.  The CSC also has computer terminals that are used to instruct newcomers on how to access the Embassy’s Intranet site to obtain reference and orientation materials on an as needed basis rather than depend on hard copy versions of these materials.  

      Second Prize
Financial Services Staff
Bangkok

One of the principal factors contributing to the successful implementation of ICASS at Embassy Bangkok is the robust exchange of information between the financial services staff and the ICASS agencies.  The FMO, Barry Haney, and his staff have been active and innovative participants in ICASS and have fostered a cooperative alliance of all ICASS participants.  Mr. Haney and his staff are recognized by all as an "honest broker", dedicated to working with the post working group, the Council and the various service provider employees in the pursuit of quality services at the lowest cost.  The financial services staff has used its mastery of the ICASS budget and cost distribution system to tailor it to the needs of the post ensuring transparency and equity.

