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Humble Specialist
Gives New Meaning
to “Public Service”

Outline of Need:

Team RD Washington State loan specialists have a reputation
for exceptional public service. With little in the budget for
monetary performance awards this year and years to come,
USDA Rural Development Washington State Director Mario

Villanueva wanted to convey his appreciation and sincere thanks

to staff for their efforts each day to serve and empower rural
Washington with our valuable programs, services and technical
assistance.

How Rural Development Helped:

As a way of recognizing these top performers, the Washington
State Management Team created the “State Director Award of
Excellence.” This award results from nominations made by staff
from all around the state and focuses on those employees who
are exemplary in their customer service, commitment to our
Mission and their contribution to the ideals of teamwork.

Olympia Area Specialist Bruce Whittle.

Fast Facts

Title: GS-12 —1165 Area Specialist:

Duties:

e Loan and grant making, servicing, and outreach for Water
and Environmental programs and Community Facility
programs.

e Assists as needed with Multifamily Housing servicing and
Business Program application processing and servicing.

e Participates in community development activities such as
technical assistance teams and listening sessions.

Area of Responsibility:
e  Southwestern Washington State: Olympia Area Office:

e Clark, Cowlitz, Wahkiakum, Pierce, Thurston, and Kitsap
counties

Time in Service:
e 30 years with USDA (1982)
e Veteran: 4 years U.S. Coast Guard (1978—82)

Contact: Philip.eqgman@wa.usda.qgov

Washington—Rural Utilities Service

Exceptional Service

Through Local Presence

¥ The End Result:

= Olympia Area Specialist Bruce
# Whittle was named as the FY

8 2011 winner of the award for
excellence for his superior abil-
ity to understand and meet the
needs of customers continu-
ously in his service area.

Conscientious about meeting
deadlines and insuring applica-
tions are processed timely to
meet regulatory and funding
deadlines, Bruce is known to
drop everything to travel out
and meet with an applicant in
order to ensure documents are
signed to meet a critical dead-
line.

“When I meet with customers or when I am out in the field or at
events, our applicants and borrowers pay the highest compli-
ments to Bruce’s great service,” said Olympia Area Director
Gayle Hoskison. “When we were recently out at an event in
Pierce County, a Board member made it a point to come over to
me to make sure he told me how much he appreciated Bruce’s
excellent customer service.”

Not only does he provides excellent customer service externally,
but he also provides excellent internal customer service. He is
always willing to assist fellow team members in answering ques-
tions or providing guidance, and he is always willing to take on
special projects or assignments.

He is very humble and never wants to take extra credit for help-
ing others; and helping others is what he does best because it is
always about the customer and providing outstanding public
service to the rural communities he services.

“When I first hired to work with farm loans in the largest farm
office in Washington State, I was a little worn out with so many
operating loans for the orchards,” Bruce said. “I was talking
with my supervisor and he said ’remember when it is the last
call of the day, it is your customers first call to you that day.
You should treat them with respect and listen as if it was the first
call of the day’.

“I never forgot those words,” he added.

April 2012
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