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- (1) key drivers of transformation, (2) cross-cutting priority areas, (3) functional priority areas, (4) mission priority areas

Key Drivers of Transformation

Data, Accountability,
and Transparency
(CAP Goal 2)

Cross-Cutting Priority Areas for Transformation

Improving Customer Sharing Quality Services Shifting From Low-Value
Experience (CAP Goal 5) to High-Value Work
(CAP Goal 4) (CAP Goal 6)

- 4 ==
Functional Priority Areas for Transformation

Results-Oriented Improve

s0)IS ssoqoy SuiBeuepy

Getting Payments [ Federal IT Spending
Right Transparency
(CAP Goal 9) (CAP Goal 10)

Category : :
Management ugtma:‘i:tv for

(CAP Goal 7) (CAP Goal 8)

Management of
Major Acquisitions
(CAP Goal 11)




CAP Goal 4: Improving Customer Experience

- DAHFH(UF) e 0|2t= F 8 Of2l 47kX| M2}

« 212 O| T =k ( strategy)

S CUBRK T2 420 H2 20| goal action H A

STRATEGY 3:

Improve the Digital Experience Increase Transparency to Drive Apply Proven Practices to Raise

(USDS) Accountability the Standard of Service in

(PPM + GSA) Priority Areas (PPM)

Keep up-to-date on USDS projects at
https://usds.gov

Update and refine A-11 Section 280 and
associated activities (HISP list, CX
assessments, action plans, reporting)

2. Provide support and resources in
developing customer understanding

3. Explore mechanisms for embedding CX
into standard practice (SES performance
plans, CFR, APGs, etc.)

4. Conduct govt-wide hiring action (PPM)

Create and operate on-ramp for CX

feedback collections for agencies

(Touchpoints)

2.  Build performance.gov/cx as central
interface for CX performance

3. Enable agencies to share stories of
learning, growth, and success with
each other and the public

STRATEGY 4:
Empower Agencies to Manage Customer Experience at Enterprise Level (VA + GSA)

Leverage lessons learned and resources to improve the capacity of the Federal workforce to deliver and manage CX (VA)
Streamline centralized support for operational and technology CX-related capabilities (GSA)

1.
2

Research legislative and budgetary improvements that could enable more effective management of customer experiences (PPM)
Develop central CX governance structure and strategy (PPM)




CAP Goal 4: Improving Customer Experience

Key Milestones

Milestone
Due Date

Milestone
Status

Change from last

quarter

Owner

Anticipated Barriers or
other Issues Related to

Milestone Completion

Create centralized, government-wide data dashboard / website to post aggregate

Develop capability of Touchpoints to automate generation of PRA documents 2Q FY20 Completed No change GSA
=8 e L Touchpoint users can opt-in
Devel bility of aut ted rtificat f data f 40Q FY20 C leted C leted s
evelop capability of automated agency certification of data for reporting Q omplete omplete GSA to auto reporting
De-prioritized for now for
team to spend time on
X . - social listening pilot;

Develop capability of automated reporting for non-Touchpoints users 4Q FY20 On hold On hold GSA Agencies currently
uploading excel documents
to OMBE max

Prototype simplified A-11 survey form delivery as individual modular components 2Q FY20 Completed No change GSA

Action 2

Central page created;

FY h PPM A t f
customer experience performance data publicly AN Lomeistac Nochange »S5 una!:lrleto aggrelga.edata or
public use at this time
Develop interactive data comparison per HISP (e.g., by quarter, by channel ) 2Q FY20 Completed No change GSA
Develop interactive data comparison across HISPs (e.g., by geography, like service) 4Q FY20 Completed Completed GSA
Conduct analysis on the connection between employee angagement matrics GSA [ VA [ TSA | See performance.gowfon
and customer experience measuras with Federal data QP Compisted Enmplated I OMB resources section
Cookbook and Action Plan
collections af HISP
Regular Perfarmance. gov blogs on CX success stories | lessons learned successes, Blogposts
Support development of HISP video stories and shorter written/photo stones 2020 Completed Completes i e drafted and shared on
performance. gov (see [CX
resources section)




CAP Goal 4: Improving Customer Experience

(G1) REAL ESTATE

Save taxpayer money through
better management of Federal
real estate.

(G2) ACQUISITION

Establish GSA as the premier
provider of efficient and
effective acquisition solutions
across the Federal Government.

(G4) SHARED SERVICES

Design and deliver expanded
shared services within GSA and
across the Federal Government
to improve performance and
save taxpayer money.

Improve the way Federal

- HE X M= H(Cross agency priority goal)=
2 B X(agency)2| S HX|A ESH

agencies buy, build, and use
technology.

STRATEGIC OBJECTIVES (SO) anf PERFORMANCE GOALS (PG)
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General Service Administration (GSA)=

BN +=F2| ME=1H0| CAP Goal 42
=457 | @2t M EF= 5 ( strategic goal) 2t
0] & T EF= H (strategic objective) X
A= (performance goal)= M| A|SHD /U

| 50 1.1 Reduce the cost of the

Federal inventory.

& PG 1.1.1 Reduce vacant space in
inventory

® PG 1.1.2 Generate savings by

negotiating leases at or below

market rates (Agency Priority Gool

(APG))

PG 1.1.3 Generate sufficient funds

from operations to effectively

operate GSA leased buildings

PG 1.1.4 Timely award of non-

cor sales and d

PG 1.1.5 Timely award of public sale

properties

* PG 1.1.6 Generate revenue from
GSA disposals

-

-

S0 1.2 Establish GSA as a more

effective provider of real estate
services for all agencies.

® PG 1.2.1 Reduce total energy
intensity

# PG 1.2.2 Complete capital projects

on schedule and on budget

PG 1.2.3 Improve tenant

satisfaction in Government-owned

and -leased space

* PG 1.2.4 Provide building cleaning
and maintenance at competitive
costs

S0 2.1 Design and deliver GSA
products and services that yield
measurable savings while
aligning with customer mission
objectives and changing market
demand.

® PG 2.1.1 Increase customer
satisfaction

® PG 2.1.2 Expand the use of GSA
acquisition solutions across the
Government

SO 2.2 Make it easier to do
business with the Government
by simplifying processes and
streamlining access for our
customers and suppliers.

® PG 2.2.1 Increase supplier
satisfaction

® PG 2.2.2 Consolidate Multiple
Award Schedules (APG)

SO 2.3 Enhance customer
agency access to qualified small

and socio-economic businesses.

* PG 2.3.1 Create more
opportunities for small and
socio-economic businesses

50 3.1 Lead Government-
wide technology
modernization initiatives.

* PG 3.1.1 Provide agencies with
cloud authorizations to
modernize IT portfolios

* PG 3.1.2 Expand agencies’ use
of GSA technology solutions

SO 3.2 Drive more efficient

and innovative Government
procurement of technology
services.

e PG 3.2.1 Improve agency
technology procurement

consulting

gh ac

SO 3.3 Lead implementation
of technical standards,
policies, and strategies.

e PG 3.3.1 Provide agencies with
the tools and resources to
implement IT standards and
policies

SO 4.1 Develop new
organizational capabilities to
understand customer demand
and deliver integrated offerings
to support common business
processes Government-wide.

® PG 4.1.1 Expansion of centralized
service

SO 4.2 Promote adoption of
shared services by agencies
through policy, guidance, and
benchmarking.

e PG 4.2.1 Reduce barriers to entry
to facilitate easier adoption of
shared services

SO 4.3 Support the overall
mission of GSA by investing in
our employees and modeling
how GSA delivers internal
support services, while providing
policy guidance across
Government.

PG 4.3.1 Efficient and effective
mission-support services at GSA
(CXO and non-CXO functions)
PG 4.3.2 Highly engaged GSA
workforce that is prepared to
support and deliver new and
expanded offerings
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Table 2.2.3: Cross program performance criteria for Outcome 2 — Families and Communities
Programs: 2.1 Families and Communities; 2.2 Paid Parental Leave; 2.3 Social and Community Services; XP Cross Program

| Measure JPerformance | o] Program | Results Table
O O . | kL Index

Outcome — C2.1.1 — Percentage of assisted individuals 11, XP 224
What did we and families with improved circumstances in
achieve? areas relevant to individualffamily needs

C2.1.2 — Percentage of assisted individuals 21, XP 225

Table 2.2.2: Program performance criteria and associated milestones/standards

Program 2.1: Families and Communities

Delivery by organisations is in
accordance with specified
requirements, which may include
service level standards, of the contracts

Milestone/standard:

Standard of delivery is
performed in accordance with
the terms and conditions of

-and families who achieve individualffamily

goals related to building capacity and
connections

b £ LZ.2. 1 — LONNDUTton [0 reaucing violence 21 -
and agreements between organisations  grganisations’ contracts and OQutcome — against women
and the department. Agreements and agreements with the 1) How well did
contracts require: department we do? C€2.2.2 — Extent of progress in implementing 21 226
=  support and capacity building that b= Natinnal Erarewad ol Fei-cling
contribute to strengthening Australia’s Children 2008-2020
Il'ldleldLlal aml!t‘famlly functioning 2.2 3 — Extent of progress in implementing 2. 2270
SpccommanEes the National Centre for the Prevention of
Program 2.2: Paid Parental Leave Child Sexual Abuse
= > 5 - C2.3.1 — Program performance criteria and 21,22, 222
Agreement is in place with Services Milestone/ standard: associated milestones/standards (PBS) 23
Australia to provide assurance that the Agreement is in place -
delivery of the payments below are C2.3.2 - Extent of satisfaction with services 24 228
made in accordance with relevant
leai I . . ok s v . €2 3 3 — Extent of community and service 21 -
gislation, policy and guidelines: ¢ (il
system capacity and capability improvement
e Dad and Partner Pay
* Parental Leave Pay C£2.3.4 - Percentage of assisted individuals 24 229
. . who are from priority groups or locations
Program 2.3: Social and Community Services
- N . ' C2.3.5 — Percentage of new parents 22 2210
Delivery complies with relevant Milestone/standard: supported to take paid parental leave
legislation Payments were made as
The funds appropriated to the described ] Output — How C2.4.1 — Number of individuals assisted 21,22 2211,2212
department are issued to meet the much did we (PBS)
Australian Government's share of the do? ” i
pay increases C2.4.2 — Number of applications received for 2.1 2213
the National Redress Scheme
C2.4.3 — Number of organisations contracted 21 2214

or receiving arant funding to deliver services
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