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GSA Strategic Plan 

commitmcnt to· high quality performance and 

This is the Strategic Plan "fthe General 
Services Administration (GSA). It 
a:ticulates OUf Mission. Vision. and Values, 
aJd outlines the future direction ofGSA as 
we increase our focus on policy and 
oversight. 

fn 1994, we initiated a more integrated 
planning process, the first result ofwhich 
was this Strategic Plan. Two conferences 
were held that involved cross~sections of 
e:nployees nom across the country 
cl)ntributing their vision for the Agen<;:y. 
These conferences were phmned in 
Pirtnership with GSA's two major unions. 
die American Federation ofGovemment 
Employees (AFGE) and the ;\i'ational 
·Federation ofFederal Employees (l'<1'FE), 
and a working group representing the, 
Services, Staff Offices and Region•. 
Conference results were shared with the 
GSA Leadership Council and formed a vital 
s<iurce of ideas in the drafting of this Plan. 
This type of participative and inc1usionary 
p'"Ocess has become the preferred way of 
d,)ing business at GSA and will continue as 
we face a time oftransition. . 

During 1995, GSA has begun an intensive 
review ofits business lines to determine the 
most cost-effective means ofproviding the 
g<lods and services for which GSA is 
currently responsible. As we undertake 
these anaiyses, and f~s more strongly on 
pl)licy and oversight, it is imperative that 
operations continue in an efficient and 
clfective manner. GSA wilt maintain our 

customer service as we examine the 
Agency's role, 

Future changes in the Agency are likely to 
. result in a smaller GSA. However, as the 

Federal workforce becomes more flexible, 
more responsive to customers, and service 
oriented, we will continue to enSUre that they 
have the products) services, and space that 
they must have to do their jobs. 

Definitions: The fundamental building 
blocks ofany strategic plan are the Mission, 
Vision and Values ofan enterprise. These 
terms have common sense meanings: 

• 	 Mission! Our central purpose, our• 
reason for being> the work we do each 
day. 

• 	 VISion: Our shared picture ofour future 
toward which we direct our efforts. 

• 	 Val"es: The deeply held beliefs that 
must drive our actions and behavior ifwe 
are to realize our :Mission. 
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GSA is pla),ng a key role in creating, in the 
words of the National Perfonnance Review, 

, a Government that "works better and costs 
Jess." As we do so, we will test each 
individual piece ofour activities by the 
standard we put in place last year: to be 
"better. cheaper, faster, easier and smarter', 
than anyone who competes with us in 
providing similar services. We v.il! pursue 
optimal value for both the taxpayers and our' 
customers. 

As we define our strategies to accomplish . 
this Mission in the final years ofthis century, 
it is clear that we will be doing so in a rapidly 
changing world, It is a world transforming 
itselfirito one which bears little resemblance 
to the world that existed when the GSA was 
first created nearly haIfa century ago. We 
know that the rate ofchange 'Will continue to 
escalate in the world around us, in American 
society, in the Federal community, and 
within the businesses we pursue to achieve 
our M:ission. 

Our Changing World 

In the larger context--the world political and 
economic scene··we are experiencing the 
emergence of a truly global economy, driven 
by changing alliances among nations, falling 
trade barriers and,great leaps in information 
technology. These present fundamental 
challenges to the United States economy-­
new partnerships~ new business 
opportunities, new competition--all ofwhich 
affect existing patterns and practices. 

These changes are having an extraordinary 
impact on the expectations ofAInerican 
taxpayers. They are demanding more in the 
way ofperformance and quality from public 
servants, as weU as changes in the size and 
capability of the Federal workforce, 

comparable to those affecting the private '. 
sector. 

At the same time, concern is growing for 
cleaner air, less traffic on the highways, less 
violence in the streets, reduced 
environmental poUution and improved 
quality oflife. Accordingly, we are pursuing 
our Mission in ways that use less energy~ 
generate less waste and provide more 
amenities. 

The highar e""ectations ofour citizens were 
manifested in the National Performance 
Review which is requiring intensive 
reassessment ofall Fedecal operations, 
Many ofits recommendations are changing 
the way that Federal agencies operate. GSA 
is playing a major role in this work. 

A Changing Federal Work 

Environment 


The Federal workforce faces other 
chalienges as it meets demands to become 
significantly smaller, more flexible, more 
responsive to customers and more service­
oriented. The individuals who make up the 
workforce are also trying to address shifting 
priorities in their own lives, in their roles as 
single parents, caregivers for elderly 
relatives, or dual career liunily members, ali 
ofwhich place unparalleled demands on their 
time, energy and priorities. 

As the agency responsible for the work 
environments in which more than half the 
Federal workforce OPerlIte, every day, GSA 
is assessing the performance of its individual 
business lines and enhancing the structure of 
its policy and oversight responsibilities, This 
is particularly significant as we prepare for a 

. future which will test and extend current 
thlnlcing about the Federal workplace and 
GSA's role. 
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We believe that the concept of"workplace" 
:nust reach beyond lhe four walls of lhe 
lraditional office in a Federal building Of 
,;omplex. It must~ in fact, COme to 
,,"compa,, wherever Federal employees 
work, whether that is in an office building) a 
warehouse. a border station, a 
1elecommuting center, ,or an employee's 
home or car. It will also include the "virtual 
office" somewhere along the Information 
]{jghway, where transactions OCcur among 
!.ystems, independent ofgeographic location. 

])ecause it's difficult to capture the variety 
<JId diversity of these settings in the word 
"workplace," we are beginning now to think 
instead of the concept of"work 
tm1rorunent." Environment can and does 
i ,clude not only physical facilities but all the 
tools workers need to do their jobs, from 
pencils and telephones, to furniture and 
liptop computers, to credit cards and airline 
tickets, 

r.4any changes in workplace definition have 
already greatly affected GSA's eflOrts. For 
example, the drive to respond to the needs of 
. workers for high quality child care has led to 
"pid expansion ofFederal child care 
r rograms throughout the country, now 
numbering nearly 100, with an additiomd 30· 
percent increase forecast before the end of 
the century, These not only make 'the 
workplace more "fimUly friendly" for 
employees but. more importantly. decrease 
absenteeism, increase productivity, and 
thereby reduce the cost ofFederal 
operations. 

GSA will have to conduct its businesses in a 
new and forceful way to support an 
increasing variety ofwork emi.ronments. 
1 hese changes must drive a GSA that works 
together in a more cohesive way. so that our 
C1lstomer workforces can function more 

productively and effectively. We welcome 
the direction·and support of Congress in 
meeting these challenges. 

We wiil also strengthen the perfurmance of 
OUr policy and overnight responsibilities. A 
new, separate Office ofPolicy and 
Oversight, with expanded Governmentwide 
responsibilities, will be reflected in the FY 
1996 Budget. This office is intended to 
increase agencies~ accountability for results, 
encourage innovation and better 
Govemrnentwide planning, and assure 
responsible asset management. This office 
wiU not merely co-Iocate existing regulatory 
activities. butwill pursue new initiatives to 
ensure quality work environments as we help 
to build a Government that "works better 
and costs Jess," 

We believe that no organization, in lhe 
private or public sector, can bring to bear as 
much experience, knowledge and range of 
capability to ensure high performance 
Federal work environments as GSA. This 
imposes on us the responsibility to apply that 
expertise to achieve a more cost effective 
result. We accept this as the guiding 
principle ofour work. 

We 'Wil1 help create a better Government 
through exercising influence, leverage and 
business leadership with other Federal 
agencIes. 

We ",ill pursue optimal value for both the 
taxpayers and Our custOmers through our 
enhanced policy and oversight roles. Our 
exercise of these responsibilities will be 
grounded in real world experience and 
mindful of the busincss needs of other 
Federal agencies. 
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We will meet and exceed the needs ofour 
customers by being more competitive and 
providing better value. GSA products and 
services wiU provide exceptional value, 
quality. timeliness and convenience of easy 
accessibility. 

We will include small1 minority, and women·­
owned businesses as full participants within 
the Government's cadre ofquality suppliers 
and vendors. 

We will continue to make individual 
improvements in the way work is 
accompfished, thus bringing about real 
change. 

We will actively seek ways to provide 
professional growth opportunities for our 
employees as GSA moves through the 
current change process, 

Service: We welcome the challenges of 
competition and excellence in customer 
service. 

Personal Qualities: We value teamwork, 
responsiveness. honesty. knowledge, 
courtesy, respect for others, con&ideration, 
dependability, and positive attitudes. 

I.dividual ReslJurce/u/ness: We will 
provide an environment that supports our 
workforce in implementing ways: to make 
Government work better and cost less, 

Diversity: We see GSA's diverse workforce 
as one ofour major strengths to be 
developed to its fullest potential. 

Parlnering: We will continue to strengthen 
partnerships between labor and management 

and establish business alliances with our 
suppliers and customers. 

Resu.lts: We will continue to move from a 
focus on process to that ofachieving 
measurable results. 

Innqvatjon: We will foster innovative 
approaches to help our customers better 
serve the citizens. 

QUality work environments require space. 
services, supplies, and systems that enhance 
workers' ability to serve the citizens ofth. 
United States. Our three major businesses: 

• 	 Real Ptoperty, 
• 	 Supplies and Service., and 
• 	 Information and 

Telecommunications Tedutology 

support the Mission through 
Govemmentwide policy and oversight 
functions and by providing quality products 
and services to our cllstomers in a timely 
manner at a fair price. 

These el!'orts would not he possible without 
the support of the GSA Staff Offices. These 
include the Offi.es of: Management 
Services and Hu.11tiJ1J Resmuces, 
Enterprise Deve/opmen~ Public Affairs, 
General CoUItSe1, Acquisition Policy, 
Congressional and Intergovernmental 
Affairs, Inspector General, Board 0/ 
Cont7aet Appeals, Equal Employ"",.t 
Opportunity, and ChiefFinancial Officer. 

GSA has begun an iritensive review of alt its 
business lines in an effort to determine the 
most cost~effective means ofproviding the 
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goods and services for which GSA is 
currently responsible. Measurement of 
pro8ram outcomes is erltically important to 
this effort. To this end, we are: 
benchmarking ourselves against the best in 
business; challenging each activity to 

detennine how we add value for the taxpayer 
and our clients; and setting customer service 
standards and evaluating ourselves against 
theIR As decisions are made. organizational 
realignments and shifts in emphasis will likely 
occur. These arc the priorities ofour major 
businesses for FY 1995: 

Real Property 


We will support the accomplishment of 
our customers' Missions by providing 
high-quality Real Property acquisition; 
construction, management and disposal 
senri"ces in a timely and tf)st-effe(:tive 
manner and by exercising strong policy 
and ovenight.. 

, 
Our effort, to rethink our real property 
business began several years ago with 
emphasis on providing outstanding C'UStomer 
service, accomplishing greater fiscal and 
operational efficiencies, and achieving a 
leadership position in the real estate industry. 
Quality Management principles pointed to a 
future organization in which employees were 
empowered, processes were improved, and . 
there was an atmosphere of teamwork. 

In an effort to improve operations and, at the 
same time, embrace the President's guidance 
to restructure the workforce and improve 
'customer service~ we embarked on a 
dramatic reinvention effort which was 
implemented in January 1995. The Public 
Buildings Service and Federal Property 
Resources Service are now realigned around 
the following eight organizations: 

Governmentwide Real Property 
Policy 

Govenunentwide Real Property Policy Will 
have a stronger leadership role in 
fonnulating, disseminating, and applying real 
estate principles, guidelines, standards, 
policies. and asset management i.nitiative~. 
The enterprise will also provide an 
information clearinghouse for agencies to 
share information relating to the availability 
and demand for space and real property 
assets and leverage opportunities. 

PortfoliO MaMgement 

Portfolio Management manages our owned 
and leased real property to optimize value 
through effective cnent agency mission 
support and sound financial management. 
Through community and individual project 
plans, it integrates client agency missions 
with Federal, social and economic progrnms 
to create cost effective real estate solutions. 
Often these will involve more efficient 
utilization ofreal property assets already 
owned by the Federal Govenunen~ thereby 
enhancing the value of the portfolio. The 
Portfolio Management enterprise will "hire" 
the other service enterprises to perform 
specific activities. for individual properties or 
transactions, 

Commercial Broker 

Commercial Broker acquires real property 
through various mean. (e.g., leases, 
lease/purchases, lease construction, and 
building purchases). It has a critical role in 
the quality ofworkplace environments by 
providing integrated occupancy services to 
client agencies, as well as promoting the 
maximum uti.l.i.zation of the real estate we 
already own or controt 
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Fee Developer 

Fee Dev<>loper provides project management 
services to execute major and complex 
repairs and alterations, modernization of 
existing assets, new construction, and 
projects for lease/purchase, It also provides 
technical services and support for project 
development and other special support 
studies requiring architectural or design and 
construction expertise. These services 
include evaluating the physical condition of a 
building to determine necessary repairs, 
estimating tJU, cost of building a new 
building, and overseeing the work or' 
construction contractors, 

Property Management 

Property Management manages. and operates 
real propeny holdings after initial occupancy, 
This covers a broad range of~nctions 
including real property maintenance and 
operation, tenant services. repairs and 
alterations (except major modernization), 
These services are critically important to the 
customer. Such factors as the room 
temperature ofan office or the availability of 
electric power can determine whether a v.:ork 
envirorunent succeeds or fails. 

Federal Protective Service 

The Federal Protective Service provides a 
wide variety ofintegrated law enforcement 
and security services for the protection of life 
and property, These services include 
incident response. security assessments, 
security systems and emergency 
communications management~ and guard 
services, 

Property Disposal 

Propeny Di,posal suppon, the utilization 
and disposal needs ofGSA', customer 
agencies. These services are tailored to the 
customer's needs, 

Business Development 

Business Development performs market 
research and business forecasting for our 
Real Propeny activities, These activities 
include identification and analysis of 
emerging workplace trend' and building 
amenities, and integration of customer needs 
into a comprehensive business strategy. 

Further details (m our specljic plans for the future 
will be available in the Real Property National 
Performance. Plan, 

ISupplies and Services 


We wiD ensure that Federal employees are 
offered choice, quality, and responsive 
service as they acquire supplies and 
services. 

We will continue to strengthen the 
exercise of our Govemmentwide policy 
and ovenight role to pursue value for the 
taxpayer. 

We wiD provide leadenhip and servi« in 
responding to the Federal Government's 
veb.icle fleet requirements. 

We wiD offer the Federal traveler and 
user of transportation services cboice, 
timeliness, and valut. 

We will ensure tbe effective reutiJization 
and disposal of Federal penonal property. 
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• 
Today. we offer our custome~s over $10 
billion in supplies and ser\;ces. Through 
both direct provision ofservices and policies 
,m<! guidelines, we see to it that the 
expenditure of tax dollars is sound and that 
assets are managed to proVide and preserve 
<faIue for Otlf customers and the taxpayers. 

'Ne are mOre committed thed ever to 
freeing Federal workers and the work 
t:nvironment from (onns, processes, or 
l'ed tape. Our objectives are to: 

Make Things Work Better 

]'rocess redl!sign and reengineering will be 
mpported by our use of emerging 
technologies. We will put 1001. in the hands 
(f our customers and simplify methods for 
th.eir getting what they need. Barriers to 
,.uality, choice and productivity will be 

. removed. 

lnvest Wisely 

We seek means ofreducing rates of 
expenditure and increasing return on 
investments. while enhancing customer 
satisfaction. For example, we aggressively 
look for opportunities to reduce investment 
in inventory, and use commercial systems 
and Just-in-time" delivery techniques. 

Exercise our Leverage in the 
Marketplace 

VIe are identifYing opportunities to introduce 
products and services which enhance our 
c,.lstomers~ work envirorunent-something 
111M makes their jobs easier or more efficient. 
We will help improve environmental quality 
through acquisition ofalternative fuel and 
n<:ycled products, and offering stimulus to 
small bUSInesses and socio..economicaUy 
challenged enterprises. 

Anticipate and Adapt to Change-­
in Partnership 

We engage our work force. our customers 
and our vendors in discussions to identuy 
mearu by. which their work processes can be 
improved, 'When we move out ofareas 
where a more cost effective approach is ' 
available, we will work with our customers, 
providing policy or guidance as appropriate. 

Fur/her details en Qur specific pltmSfor the juhlre 
will be owaUable ill the Federal Supply Sef'Vice 
Pil1iQl"Mtmce Plan. 

Information and 
Telecommunications 
Technology 

Througb leveraging our policy and 
o.ersight responsibilities, we will achieve 
procurement improvements in t~e Federal 
Government, especially innovative 
methods to acqoin: technology. 

We will become more competitive by 
treating options ror our customen by 
fostering maximum competition and 
innovation. 

We will explore and support current and 
emerging technologies by helping tbe 
Federal Government take advantage of 
new technologies to enhance 
communications and enable Electronic 
Commerce. 

We wiD provide quality 
telecommunications services at a 
competitive price that represents the best 
value rOT the Federal Government and the 
public. 
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Information has become a critical national 
asset shared by Federal, State, and local 
governments; industry; and, most ofall, our 
citizens. We are responsible fur nearly $25 
billion of expenditures a year in computers 
and local telecommunications through either 
direct provision or leveraged through our 
policy and support activities. Our long 
distance telecorrunurucations network carries 
approximately $575 million annually ofvoice 
and information traffic. Leveraging the 
management of these resources makes GSA 
botb an .dvocate ofnew technology, as weD 
as tbe Federal Government's business 
manager for information and 
telecommunications resources. We are 
committed to maximizing the investment 
outcome for every tax dollar spent on 
information and telecommunications 
infrastructure in the Federal Government. 

We will continue to enhance our policy and 
oversight role through greater use of 
perfurmance measurement, accountability, 
and cooperative efforts with other oversight 
authorities and agencies. We are leveraging 
our responsibilities with aU sectors to achieve 
procurement improvement in the Federal 
Government. and to find innovative methods 
ofacquirinS technology. As a leader in 
Governmentwide technology initiatives, we 
encourage the implementation ofbest 
practices for measuring and managing 
information technology. 

Our objectives include: 

Enhance In/ormation Technology 
Policy and Leadership 

We are building partnerships with our 
customers. industry and Congress. 

We seek to establish best practices and 
perfurmance standards Govemmentwide. 

We are conducting pilots and building 
prototypes to determine sue<:essful models of 
integrated information technology solutions. 

Improve In/onnation Technology 
Acquisition 

Under the single purchaser concept, we are 
using our leverage to gain a stronger 
bargaining position with vendors. 

We are working to make Electronic 
Commerce a reality for Govemmentwide 
purcbase. ofinfonnation technology. 

Provide Cost-Effective and 
Technologically-Advanced 
Telecommunications Services 

We aim to provide exceDent local 
telecommunications servic.. throughout tbe 
Federal community. 

For ITS2000, Price Redetermination and 
Service Reallocation ensures competition 
between the two ITS2000 suppliers and 
with the commercial marketplace. GSA has 
negotiated price caps whicb guarantee that 
prices will continue to track the market and 
remain below the best comparable 
commercial rates. 

FttI'lher details on our -specific plans for the future 
wilt be availabJe In 1M In/ormation Technology 
Service Performance Plan and the JiTS2000 
Performance Plan. 
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