	ICASS Recognition Award Nomination


	1) Name of Nominee:  Kurt Pope
     
Position Title/Grade

     USAID Executive Officer FS 1/3
	Post Name & Office:
     La Paz USAID
Agency of Nominee:

     USAID

	2) Name of Nominator
     Peter Natiello
Position Title

     Director, USAID/Bolivia
	Agency of Nominator

     
USAID

	3) ICASS Council Chair (overseas); or Bureau EX or equi-

valent (domestic)
Name & Agency: Peter Natiello, USAID
     
	4) Date of Nomination:

     May 28, 2009


	5) Description of the outstanding service or innovation performed by the nominee, including the impact on your post or office.  If making claim to monetary savings, state the dollar amount and basis for making the claim.  You may add additional pages as necessary.
La Paz ICASS Council hereby nominates Mr. Kurt Pope for an ICASS Recognition Award for the outstanding job he has done in successfully designing and then leading Post’s consolidated ICASS Shipping & Customs (S/C) service.  Beginning in 2006, Mr. Pope worked closely and collaboratively with the then Deputy Chief of Mission and Administrative Counsellor, serving as a principal architect of the combined State and USAID customs/shipping service merger.  The merged service was officially launched in early FY 2008, under Mr. Pope’s direction and in the cooperative spirit of looking for ways of doing business more efficiently and cost effectively by eliminating duplication.  Mr. Pope ably overcame initial management challenges, masterfully combining teams from two distinct business environments, delegating and dividing responsibilities in a new organizational structure, updating position descriptions to reflect changing functional responsibilities, fostering outreach to an expanded customer base, identifying training needs, figuring out the nuances of working collaboratively as a “Team”, and ensuring that team members left their respective corporate hats at the door.  
Important efficiency gains were made in the process.  Before the merge, duplication existed between the separate State and USAID units.  The separate units were run by seven locally engaged staff (LES) and managed by two U.S. Foreign Service Officers (FSOs).  Today, the consolidated S/C team eliminates the duplication, includes only five LES, and is managed by one FSO – Mr. Pope.  This consolidated unit provides S/C services to: all representative agencies at Post; institutions that implement USAID-funded projects; and even non-traditional customers who have come to the U.S. Mission for a helping hand such as NASA and the U.S. Private Voluntary Organization Hospitals for Hope.  
Mr. Pope ensured that the consolidated team embraced the concepts of customer service and proactive communications, leading to demonstrated marked improvement in service delivery.  With the Shipping & Customs office located at the USAID facility, Mr. Pope introduced a system of customer service hours at the Chancery (located about 3 miles from USAID).  With the customer service system introduced by Mr. Pope, S/C staff hold one-on-one meetings with clients to clarify and resolve specific issues or concerns. Control of information on official and personal vehicles has vastly improved, and monthly reports are produced for the RSO. Mr. Pope led development of a data base to track the status of consignments and information is transmitted to awaiting clients.  

The world of shipping and customs is never an exact science.  Many moving parts of the process are well outside the team’s realm of control, and working within a landlocked country brings an additional set of challenges.  Even with these obstacles, Mr. Pope’s S/C team has demonstrated, time and time again, a dedication to go above and beyond the call of duty (far exceeding the ICASS Uniform Service Standards) to solve problems or obtain information.  They often work well past the normal core business hours, during weekends and on holidays to oversee the successful delivery of services in an expeditious manner – be it a delivery of HHEs, consumables or vaccines.  A testament to the performance of Mr. Pope and his Customs and Shipping team is captured in the following unsolicited feedback from an Embassy Officer, “I am pleased to report that you have an excellent, kind and professional staff.  We are super pleased with their prompt communication and timely delivery [of vaccines].”
With the advent of the new ITGBL (International through Government Bill of Lading) shipping method, which essentially means one forwarder provides the full array of services door-to-door, problems quickly arose frustrating several clients. Even though the S/C team has no real role in the ITGBL process, Mr. Pope has stretched them to intervene on numerous occasions to remedy shipping delays (and in a couple of cases, delivery to the wrong port).  Mr. Pope's team provided feedback to the State Department’s Chief of Traffic Management on the snafus with one particular US-based shipping company.  He responded, “This is exactly the type of information that I needed.  It allows me to do a detailed analysis and we will follow up in a few days with our recommendations for improvements.” As a result of the S/C team’s direct intervention and commentary, the problem forwarder is no longer assigned to serve Bolivia and the mission has benefitted from reassigned shipping companies providing a far superior service.

In November 2008, when the Government of Bolivia expelled the U.S. Drug Enforcement Administration (DEA) under false accusations, Mr. Pope's outstanding efforts in the design and implementation of the consolidated S/C service paid off as the unit successfully met the unprecedented and herculean challenge of expediting the departure of over 40 DEA staff, including personal effects, equipment, furniture, and vehicles.  Working under intense pressure and with some uncertain onward assignments, Mr. Pope successfully led the team in executing forty-three pack outs in less than 90 days.  Thirty-one official vehicles were prepared for exportation to three regional locations.  Twenty-one official vehicles were readied for disposal, and technical assistance provided to auctions in Santa Cruz and Cochabamba.  Despite a near impossible workload that far exceeded anything we've had to deal with even during the busiest transition periods, Mr. Pope led the S/C team in carrying out these tasks out in a professional manner and extremely tight timeframe, and the team was at all times cognizant of minimizing disruption to the normal service provision.

   
     


	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.

Mr. Pope's outstanding performance and leadership is borne out by hard data.  For example, comparing data from the 2008 and 2009 ICASS surveys puts the consolidated La Paz Shipping & Customs team in the top five ICASS survey results gainers for Post (out of the 28 service centers surveyed).  The overall satisfaction result of 4.13 places the team well above the previous year's score of 3.77 (a near 10% increase); was significantly higher than the worldwide and WHA averages; and is a remarkable achievement in the S/C unit's only second year of service consolidation. 

In recognition of his outstanding dedication to team work, efficiency, cost effectiveness and customer service; for regularly going beyond the call of duty; and for developing and leading an ICASS Shipping and Customs service that has successfully risen to unprecedented challenges and workloads stemming from deteriorating bilateral relations, the La Paz ICASS Council hereby nominates Mr. Kurt Pope, Shipping & Customs Team Leader, for an ICASS Recognition Award. 

   
   



