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1.  With great pride in their accomplishments, I nominate

Embassy Phnom Penh's ICASS Council and key service provider

staffs for the ICASS Outstanding Leadership Award.  At last

year's kick-off ICASS Council meeting chaired by USAID

Executive Officer Maryanne Hoirup-Bacolod, Management

Officer Jennifer McIntyre announced that this would be Phnom

Penh's "Year of ICASS."  No one could have predicted how

right she would be.  Over the past year, Embassy Phnom

Penh's ICASS team has scored breakthroughs in elimination of

redundancy through successful implementation of four

State/USAID shared service pilots.  The ICASS team achieved

this unprecedented innovation in a challenging environment -

a post-conflict country that is still recovering from

decades of civil war.  And, at the same time, the team

maintained the highest service standards, scoring among the

top seven posts in the world in customer satisfaction.  It

has been a story of teamwork, problem solving, tenacity and

talent, combining to make our operations more efficient with

potential impact for all our missions around the world.

---------------

Shared Services

---------------

2.  Embassy Phnom Penh was chosen as one of four posts

worldwide to participate in a Shared Services pilot merging

motor pool and vehicle maintenance services under USAID and

leasing, facilities maintenance and warehousing under

State/ICASS.  Working in a difficult environment still

battered from years of war and genocide, our team overcame

all obstacles.  On April 1, the Mission successfully

completed the final merger.

3.  With 43 years of government service, I understand that

old habits die hard.  However, as a Chief of Mission, I have

felt great frustration on seeing a redundant and Balkanized

set of management sections in our missions around the world.

The inefficiencies are obvious and the potential for

invidious comparisons can also pose serious morale problems.

I was delighted when our State and USAID team agreed to try

its hand at real innovation and rationalization of how we

work overseas.

4.  These projects have required intensive coordination,

flexibility and creativity across the State/ICASS and USAID

management sections for a full year.  Issues have run the

gamut from identifying and renovating new spaces for the

larger sections, to collaborating with Washington on

complicated budgeting and accounting issues, to resolving IT

compatibility issues and handling the transfers of

personnel, equipment and supplies.  The issue of staff

reductions and section reorganizations has been a

particularly sensitive one for post.  I commend the State

and USAID managers for their careful approach in this area.

The affected staffs and individuals were informed early in

the process of when decisions on reductions-in-force would

be made and the methodology which would be used.  In all

cases to date, job opportunities within and outside the

Mission have been found for affected employees prior to

their separations.

5.  The Mission has already realized minor savings in staff

salaries and in rental costs with the release of the USAID

GSO annex.  Both service provider staffs have also

capitalized on the mergers to institute best practices and

improve service delivery.  USAID has developed a plan to

standardize the motor pool fleet and instituted a hotel-to-

office shuttle service for TDY staff, reducing the number of

morning and evening motor pool trips to the same locations.

In response to customer feedback about the work order

process, State/ICASS' IRM section developed a customer-

friendly work order system for State Intranet users

requesting maintenance and warehousing services.  The

program automatically notifies the customers when work is

approved and completed and collects performance metrics for

the section, formerly a labor-intensive task.  State/ICASS

also reorganized the maintenance section to beef up the

preventive maintenance teams so that all offices and

residences are visited routinely on a schedule published for

the customer a full year in advance.

6.  While it will likely take another ICASS year to assess

the full extent of financial savings of the mergers, Embassy

Phnom Penh pilots are already a success.  And they have

proven successful because of the commitment and teamwork of

State and USAID's U.S. managers and LES staff.  We have

found a way to lead the way for other embassies from here in

Phnom Penh.  While the entire team deserves credit, Ms.

Hoirup-Bacolod and Ms. McIntyre have shown extraordinary

leadership and ingenuity all the way.

---------------------------

Innovation and Performance!

---------------------------

7.  As our ICASS team was implementing the shared services

pilot, the team undertook other actions to ensure that it

kept service standards high.  The ICASS Council chaired by

Ms. Hoirup-Bacolod met in May 2004 to discuss a roadmap to

increase transparency and better organize the ICASS process

and to encourage greater involvement.  Based on positive

Council feedback for the initiative, the State/ICASS service

provider published a schedule of meetings a year in advance

to facilitate greater attendance, gathered input from

Council members and Service Provider staff for a

comprehensive update of the ICASS standards and workload

count methodology, established the first performance metrics

for the most customer-used services, and met in group and

individual consultations with all of the U.S. and senior LES

ICASS staff to explain the ICASS objectives and the purpose

and methodology for collecting meaningful metrics.  The

sections began measuring their performance on July 1.

8.  The Council also approved hiring a family member, Amanda

McGrath, to serve as the ICASS Customer Representative

working under the direction of the Management Officer and

ICASS Council Chair.  The addition of a dedicated ICASS

Representative to handle the ICASS workload has proven an

unqualified success.  Our ICASS Representative manages the

considerable ICASS paper process, follows up on pending

action items, collects performance metrics on a quarterly

basis and posts these and other vital ICASS information on

post's ICASS webpage, which she created.  She also has been

responsible for conducting targeted ICASS surveys, of

particular value to the State and USAID service providers in

merging services this year and serves as the ICASS "help

desk" for fielding customer comments.

9.  The Mission focus on ICASS has shown concrete results.

I was not surprised Embassy Phnom Penh was commended this

winter as one of the top seven posts for customer

satisfaction based on results from the Worldwide ICASS

Customer Survey.  Our team has achieved innovation and

maintained the highest standards of customer service.

10.  The members of the team nominated for the award are:

Jim Ahn, USAID Controller

Jun Campo, USAID Deputy Executive Officer

Pannha Chet, State Supply Supervisor

Tolika Chhim, State Financial Assistant

Samouth Chhun, USAID Motorpool Manager

Setha Chuon, State Financial Assistant

Sunnette Francisco, USAID Supervisory Financial Analyst

Eric Hernandez, State Financial Management Officer

Maryanne Hoirup-Bacolod, USAID Executive Officer

Amanda McGrath, Customer Service Representative

Jennifer McIntyre, State Management Officer

Youra Ouk, State Maintenance Supervisor

Sokhom Pheng, State Computer Management Assistant

Robert Popchak, State Information Management Officer

Dana Williams, State Supervisory General Services Officer

Post recognizes that the maximum award is $10,000.   Should

Phnom Penh be selected for this award, I recommend

consideration of raising the amount to $15,000 to allow a

$1,000 award to each participant.   Each of the individuals

listed played vital leadership roles in making these pilots

work.

RAY
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