	Outstanding Leadership Award Nomination


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

Leaders Of Improvement - Management Section Manila


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

Mathias Velasco, Chief, JUSMAG, ICASS Chair, Embassy Manila 


	3) Name of the Chief of Mission/Bureau Head who approved this nomination and the date of approval.

Kristie Kenney, Ambassador, Embassy Manila, 5/25/07


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

The Management Section uses a blend of tools to measure and evaluate progress.   We introduced components of Lean Sixth Sigma including flow charts, process mapping, performance measurement, surveys, and focus groups. In addition, we have increased the use of training, surveys, and section workshops to forward our agenda. Here are a few examples of these tools:
I.  Project Prioritization
The Management Section selects and channels attention into developing high priority areas of concentration. Outlined in the attached ICASS Council Service Provider Reports are the areas of concentration in 2006/2007. One area of concentration which generated positive impact and savings is our new Professional Development Center. The goal of the new Professional Development Center is to maximize training opportunities and build employee capacity with shrinking post held training and travel budgets. A year ago Manila offered approximately twelve courses – the vast majority as computer training. To expand on this capability we created a Professional Development Committee, FY 07 Plan, and Professional Development Center.  This year we offered over thirty courses including some taught by visiting FSI and Bangkok trainers, in-house trainers and EFM contractors with education expertise.  As demonstrated in a recent ICASS Council briefing (see box below), in FY 07 we trained over 200 persons for the cost of sending less than six employees to overseas training. Our FY 08 plan is to substantially increase training opportunities, focusing on courses most in demand and expanding on-line training opportunities.   
Course
No. of Students Trained
Cost
PA248  

FSN Supervisory Skills Workshop 

(FSI/SPAS) 
30 LES 

1 LES (future instructor)

(from 4 agencies)
cost of sending only 2 people to FSI
PK216/PK305  

OMS Course (FSI/SPAS)
3 OMS 

and several others 
NO cost to post
Customer Service Skills 

(REDC Bangkok)
19 LES 

2 LES (future instructors)

(from 3 agencies)
NO cost to post

Management Skills for LE Supervisors

(REDC Bangkok)
11 LES 

1 LES (future instructor)

(from 4 agencies) 
NO cost to post
II. Metrics
Individual offices are using process mapping and tracking performance metrics. As outlined in the nomination, GSO Shipping and GSO Property have re-engineered approval and clearance processes, resulting in significant time savings and faster delivery times.  IMO and FMC re-engineered telephone billing and collection to reduce month long backlogs.   To assist individual employees and sections with performance measurement metrics, the Management Section has enlisted the long term support of two entry level officers serving in the Consular Section but whose prior careers were as management consultants or business managers. (See results as outlined in the nomination).
III.  Surveys
The Medical Unit and GSO conducted surveys to gauge customer service. Survey focus groups targeted attention on the Embassy newsletter, e-mail announcement process, post’s intranet site, and CLO arrival materials. These multi-agency focus groups have resulted in impressive improvements to every targeted area we’ve attempted this year. Of equal importance, the Section held a series of sessions to evaluate annual ICASS Survey results and identify future areas of focused attention.  In addition to benchmarks against worldwide and EAP average scores, Manila has benchmarked ICASS scores with Embassy Seoul, a regional leader in service improvement.   As noted by the recent OIG Inspection Team, Manila ICASS and OIG Customer Survey scores were very good.  78% exceeded worldwide averages despite the much expanded participation in the survey and tendency towards realistic, if not somewhat critical assessments by local staff.  (See the Section’s analysis in attached Council Reports).

	5) 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.  You may add an additional page if necessary.  (Award criteria: a) Leadership in implementation of the ICASS process, characterized by foresight, persistence, and persuasiveness;  b)  Successful actions as a change agent in developing new and better ways of doing business at post to improve the quality of services or reduce costs; c)  Proactive contributions to the development of consensus at post on ICASS issues; d)  Performance in a manner that is clearly instrumental in the achievement of major post ICASS goals and objectives, and without which success would have been uncertain or seriously delayed.)
Overview

Embassy Manila has grown by over 65 USDH positions since 2003 and serves the third largest ICASS customer base in the Foreign Service (behind Bangkok and Cairo), with over 2600 ICASS customers.  With the support of the ICASS Council, Management Section Leaders have worked vigorously this past year to contain costs, hold down ICASS staffing counts, improve service, and reduce USDH ICASS funded positions.   Despite Mission growth, post has eliminated one American ICASS position and added only fifteen local positions since 2003.  Many GSO services are outsourced and studies are underway to outsource more.
Nomination
In his book, Good to Great, Jim Collins wrote "good is the enemy of great."  It was true in Manila until a Section off-site in September 2006 charted the course for change.  Challenged to think big, and increase the Section’s use of commercial business tools and practices, what started as a section head campaign grew into a movement which now actively involves over 150 Management Section and ICASS participants in improvement.  Key to our success is the involvement of local staff - for durable results.   The names listed on this nomination represent those who demonstrated the most leadership in promoting ICASS values and delivering results in Manila this past year.  Without their leadership the Section’s impact would have been dramatically different.  As stated by DCM Paul Jones last month, “Management has become exciting at this Mission of 28 agencies and 1,500 employees.  We were good; now we are cutting edge, plugged in, and spreading best practices worldwide.”   

Here is how The Management Section is making a difference in Manila:

Competitive Sourcing
Mission Manila is a leader in competitive sourcing.  The Management Section currently hosts over 120 full-time embedded contractors in such performance areas as repairs, cleaning, gardening, alarm maintenance, warehousing, travel, packing services, and construction.   The Mission eliminated or avoided over 100 ICASS positions, saving the Mission hundreds of thousands of dollars. The Management Section is now evaluating the potential for additional outsourcing and studies are underway in several additional cost centers for Council review in FY 07.  Outsourcing of office supplies is due to occur this fall.  Once other studies are complete, the ICASS Council and RSO will consider whether motor pool shuttle, mail room, make ready and other services can be outsourced. In support of outsourcing and downsizing, such as the Regional Printing Center A-76 transformation this year, HR Manila has developed a career transition program, commended during our recent inspection as a "best practice" and posted to A/GSSI's toolkit.

Service Automation
In March FMC and IM rolled out automated representational voucher software, completely designed by local staff.  This new online system, estimated to save over 4,600 hours a year, cuts the time it takes to process claims by 50%. Post achieved these levels of savings by re-engineering the voucher claim form, creating a website dedicated to representation activities, designed an online expense sheet and collated the pertinent regulations into a link for easy reference.  What used to take 8 to 10 days to process now takes 5 days.  In addition, section heads can now view the status of funds and obligations on line, in real time.    
In February 2007, Post launched “ e-Bid,” an external web site to automate the process of buying services and equipment for the Embassy, which required an estimated 6500 transactions in FY 06. Cited as a best practice in post’s recent OIG Inspection, the result has been increased competition, reduced advertising, a transition to paperless procurement, and improved vendor reports.  Already over 140 companies have become active users of the on line bidding process.  Our goal is to have over 1000 active users within two years.  

Manila also completed implementation of several WebPASS applications in 2007, leaving only one major application unused.  We currently have over 200 employees in several different agencies using applications to automate requests and track of maintenance, procurement, funding and other integrated services.  

Process Improvement
One of our pledges to the Ambassador and ICASS Council this year was to improve services processes. To streamline service delivery, and in many cases reduce serviced agency workload counts, every section was empowered to find ways to improve.  
Towards this goal, the Financial Section migrated from cable to e-mail notification of funding to regional posts thereby saving an estimated $10,000 per year in time, doubled the use of electronic funds transfers, and in partnership with IM, held a series of focus sessions to re-engineer telephone billing to reduce processing times by IM and FMC staff by 66%, cashier collections for telephone bills by 30%, and enjoy a decline in ICASS customer workload counts associated with telephone bills.    
The GSO warehouse re-engineered work order processing and approval workflows, and as a result reduced employee-hour processing times by 116 hours per month, and processing time for payment to contractors by 2 months.  The Maintenance Expendable Supply warehouse enjoyed similar process changes by removing 5 unneeded steps and eliminating the need for four clearances.  As a result, ordered maintenance parts are ready for delivery in 5 minutes instead of waiting 24 hours.  

GSO also renegotiated complex shipment clearance processes for military Administrative and Technical staff.  This group, which represents 70% of the all military personnel at post, has seen the time needed for their personal shipments to clear customs reduced by 92%. Philippine Customs now releases shipments in 5 days, instead of the average 60 day shipment clearance times of last year. This has resulted in a $15,000 annual average savings on demurrage and storage charges.

GSO also routinely schedules new employee orientations in a comfortable setting so all the GSO service providers can explain to employees and their families important service procedures including shipments, driver licenses, VAT cards, furnishings, housing -- thereby avoiding the usual hectic race from office to office to get things done when one arrives at Post. A similar program during post clearance operates when employees begin their check-out procedures.   

HR streamlined LES "within grade" increases with WGI Express - a system that prompts supervisors by e-mail to advise HR if LES performance is satisfactory or better, allowing for the concurrent processing of evaluations and vouchers. WGI Express has not only reduced HR follow-up times, but has also reduced the time spent calculating retroactive wages for both Manila and Bangkok.  

Performance Measurements
Service providers are increasing the use of benchmarks and performance measurements to assure continued focus on improvement.  Two entry level officers with advanced business degrees have been enlisted to conduct metrics workshops, introduce tools of Lean Sixth Sigma, assist in spreadsheet management, and educate service providers at every level – not just the top – on using ICASS customer surveys and WEBPASS data to identify areas requiring focus. 

Professional Development Center
To expand training opportunities to serviced agencies and ICASS service providers, and in recognition of a continually shrinking training budget, Post formed the Professional Development Center Working Group in February to expand training opportunities.   Post’s FY 07 plan seeks to continually develop a self-sustaining, professional training program to improve the productivity, capacity, and skills of members of Mission Manila and regional posts we serve. The Mission offered over 30 courses in FY 07 in Manila as taught by FSI, Post-contracted trainers and in-house skilled Mission members. We’ve suddenly been able to offer training to 200 employees at a cost considerably lower than sending six employees to FSI.   

Manila is also working with the Regional Education & Development Center (REDC) in Bangkok to provide regional training to select posts.  

Course offerings in FY 07 have included ‘The 7 Habits of Highly Effective People,’ ‘Managing Up’ and ‘FSN Supervisory Skills Workshop’ from FSI/SPAS; over ten computer classes from FSI/SAIT; ‘Customer Service’ and ‘Management Skills for LE Supervisors’ from REDC; and ‘Business Presentation Skills’ from an EFM contractor.  

In May we further established four on-line learning centers across the compound to further encourage distance learning enrollment – a growing phenomenon in Manila with its ambitious English speaking staff.   Every agency in the Mission will benefit from training at less cost than the formerly assumed cost of training in Bangkok or Washington.    

Customer Involvement
Service providers routinely engage their customers in focus groups to bring client views to areas of concentration.  Focus groups have delivered impressive results such as major improvements to Post's newsletter, welcome materials, Web site, e-mail announcements, teen activities, etc.  In addition, ICASS service providers routinely conduct surveys. 

Mobile USG Offices
Mission Manila is likewise now a leader in mobile computing.  Reporting, public affairs, management and consular officers are fully embracing inexpensive technology to allow one to work in any location in the Philippines - or the world.    OpenNet Everywhere (ONE) has been expanded to over 55 Mission personnel in several different agencies to provide officer access to State Department systems from any Internet cafe or hotel business lounge; while Blackberrys and wireless laptops provide near real-time reporting capability.    These systems allows Post to share information, issue timely warden messages, and reduce risks to Embassy staff by having to travel to the Chancery to conduct business, and Americans throughout this 7,000 island nation.  Recent nation wide election monitoring and a typhoon tested Post’s wireless capability, demanding extensive use of mobile phone text messaging, Blackberrys, and ONE -- further endorsing the value of doing the Government's business with greater efficiencies.
We have generated savings in excess of 5,000 man hours and thousands of dollars in our first year.  More importantly, we have laid the ground work for future successes as we enter the last quarter of FY 07 and develop FY 08 plans to expand the efforts outlined above, increase LES participation, and move towards inter-agency service consolidation.  



