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Șųmmǻřỳ: Fǿŀŀǿẅ ǻŀǿňģ ǻș Mįķěỳ Đįčķěřșǿň, Ǻđmįňįșțřǻțǿř ǿf țħě ňěẅŀỳ čřěǻțěđ
Ų.Ș. Đįģįțǻŀ Șěřvįčě, mǻķěș ħįș ẅǻỳ țħřǿųģħ Đǻỳ Ǿňě ǿň țħě jǿb.
Ěvěř ẅǿňđěřěđ ẅħǻț ǻ fįřșț đǻỳ ǻș ǻ ňěẅ ěmpŀǿỳěě ǻț țħě Ẅħįțě Ħǿųșě ŀǿǿķș ŀįķě?
Ẅħǻț ǻbǿųț ǻ fįřșț đǻỳ ǻș țħě věřỳ fįřșț ěmpŀǿỳěě ǿf ǻ břǻňđ-ňěẅ ģǿvěřňměňț șěřvįčě
đěșįģňěđ țǿ řěmǻķě țħě ẅǻỳ pěǿpŀě ǻňđ bųșįňěșșěș įňțěřǻčț ẅįțħ țħěįř ģǿvěřňměňț
ǿňŀįňě?
Fřǿm pǻřķįňģ fǿřmș țǿ přěșș čǿňfěřěňčěș, fřǿm ǿřįěňțǻțįǿň țǿ șěțțįňģ ǻ ňěẅ BŀǻčķBěřřỳ
pǻșșẅǿřđ țǿ měěțįňģ ẅįțħ șěňįǿř ǻđvįșǿřș, fǿŀŀǿẅ ǻŀǿňģ ǻș Mįķěỳ Đįčķěřșǿň,
Ǻđmįňįșțřǻțǿř ǿf țħě ňěẅŀỳ čřěǻțěđ Ų.Ș. Đįģįțǻŀ Șěřvįčě, mǻķěș ħįș ẅǻỳ țħřǿųģħ Đǻỳ Ǿňě.
Țǻķě ǻ ŀǿǿķ, ǻňđ țħěň pǻșș țħįș ǿňě ǿň.

https://youtu.be/ogDOS081axY
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Fǿřmǻŀŀỳ ŀǻųňčħěđ bỳ țħě Ǻđmįňįșțřǻțįǿň ǿň Ǻųģųșț 11, țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě įș ǻ șmǻŀŀ
țěǻm ǿf ǿųř čǿųňțřỳ'ș břįģħțěșț đįģįțǻŀ țǻŀěňț țħǻț ẅįŀŀ ẅǿřķ ẅįțħ ģǿvěřňměňț ǻģěňčįěș țǿ
fįňđ mǿřě ěffěčțįvě ẅǻỳș țǿ ųșě țěčħňǿŀǿģỳ țǿ įmpřǿvě țħě șěřvįčě, įňfǿřmǻțįǿň, ǻňđ
běňěfįțș țħěỳ přǿvįđě.

"Fǿř mě, țħįș ẅħǿŀě ģǿvěřňměňț ǻđvěňțųřě șțǻřțěđ ŀǻșț
Ǿčțǿběř, ẅħěň İ ģǿț ǻșķěđ țǿ bě pǻřț ǿf țħě ģřǿųp țħǻț ẅǿřķěđ
ǿň ĦěǻŀțħČǻřě.ģǿv."
--Mįķěỳ Đįčķěřșǿň, Ų.Ș. Đįģįțǻŀ Șěřvįčě Ǻđmįňįșțřǻțǿř
Mįķěỳ Đįčķěřșǿň ẅǻș fįřșț țǻppěđ bỳ țħě Ǻđmįňįșțřǻțįǿň ŀǻșț fǻŀŀ, ẅħěň ħě jǿįňěđ țħě
țěǻm țħǻț ħěŀpěđ fįx ĦěǻŀțħČǻřě.ģǿv.
Ǻňđ mǿvįňģ fǿřẅǻřđ, ħě'ŀŀ đřǻẅ ǿň 13 ķěỳ "pŀǻỳș" đřǻẅň fřǿm přįvǻțě ǻňđ pųbŀįč-șěčțǿř
běșț přǻčțįčěș țħǻț, ųșěđ țǿģěțħěř, ẅįŀŀ ħěŀp ģǿvěřňměňț ǻģěňčįěș přǿvįđě șěřvįčěș țħǻț
ẅǿň'ț ǿňŀỳ ẅǿřķ běțțěř fǿř ųșěřș -- țħěỳ'ŀŀ țǻķě ŀěșș țįmě ǻňđ mǿňěỳ țǿ ǿpěřǻțě.

Ỳǿų șħǿųŀđ ǻŀșǿ řěǻđ:
Ŀěǻřň mǿřě: Țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě Pŀǻỳbǿǿķ
Fǻčț șħěěț: İmpřǿvįđįňģ ǻňđ Șįmpŀįfỳįňģ Đįģįțǻŀ Șěřvįčěș
Ģěț ųpđǻțěș: Șįģň ųp fǿř ňěẅș fřǿm țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě

Ŀįňđșǻỳ Ħǿŀșț

Fǿřměř Đįřěčțǿř ǿf Đįģįțǻŀ Șțřǻțěģỳ fǿř țħě Ǿffįčě ǿf țħě Vįčě Přěșįđěňț
 Follow @Holst44
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ȚĦĚ FİŇǺĿ ȘȚǺȚĚ ǾF ȚĦĚ ŲŇİǾŇ

ȚĦĚ ȘŲPŘĚMĚ ČǾŲŘȚ

Ẅǻțčħ Přěșįđěňț Ǿbǻmǻ'ș fįňǻŀ Șțǻțě ǿf țħě Ųňįǿň

Řěǻđ ẅħǻț țħě Přěșįđěňț įș ŀǿǿķįňģ fǿř įň ħįș ňěxț

ǻđđřěșș.

Șųpřěmě Čǿųřț ňǿmįňěě.

FİŇĐ ỲǾŲŘ PǺŘĶ

Țǻķě ǻ ŀǿǿķ ǻț Ǻměřįčǻ'ș țħřěě ňěẅěșț ňǻțįǿňǻŀ
mǿňųměňțș.
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Đěŀįvěřįňģ ǻ Čųșțǿměř-Fǿčųșěđ Ģǿvěřňměňț
Țħřǿųģħ Șmǻřțěř İȚ
ǺŲĢŲȘȚ 11, 2014 ǺȚ 1:50 PM ĚȚ BỲ BĚȚĦ ČǾBĚŘȚ, ȘȚĚVĚ VǺŇŘǾĚĶĚĿ, ǺŇĐ ȚǾĐĐ PǺŘĶ







Șųmmǻřỳ: Țħě Ǻđmįňįșțřǻțįǿň įș ŀǻųňčħįňģ țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě -- ǻ șmǻŀŀ țěǻm
mǻđě ųp ǿf ǿųř čǿųňțřỳ’ș břįģħțěșț đįģįțǻŀ țǻŀěňț țħǻț ẅįŀŀ ẅǿřķ ẅįțħ ǻģěňčįěș țǿ
řěmǿvě bǻřřįěřș țǿ ěxčěpțįǿňǻŀ șěřvįčě đěŀįvěřỳ ǻňđ ħěŀp řěmǻķě țħě đįģįțǻŀ
ěxpěřįěňčě țħǻț pěǿpŀě ǻňđ bųșįňěșșěș ħǻvě ẅįțħ țħěįř ģǿvěřňměňț.
Ǻș țěčħňǿŀǿģỳ čħǻňģěș, ģǿvěřňměňț mųșț čħǻňģě ẅįțħ įț țǿ ǻđđřěșș ňěẅ čħǻŀŀěňģěș
ǻňđ țǻķě ǻđvǻňțǻģě ǿf ňěẅ ǿppǿřțųňįțįěș. Țħįș Ǻđmįňįșțřǻțįǿň ħǻș mǻđě įmpǿřțǻňț
șțřįđěș įň mǿđěřňįżįňģ ģǿvěřňměňț șǿ țħǻț įț șěřvěș įțș čǿňșțįțųěňțș mǿřě ěffěčțįvěŀỳ
ǻňđ ěffįčįěňțŀỳ, bųț ẅě ķňǿẅ țħěřě įș mųčħ mǿřě țǿ đǿ.
Ŀǻșț ỳěǻř, ǻ ģřǿųp ǿf đįģįțǻŀ ǻňđ țěčħňǿŀǿģỳ ěxpěřțș fřǿm țħě přįvǻțě șěčțǿř ħěŀpěđ ųș
fįx ĦěǻŀțħČǻřě.ģǿv – ǻ țųřňǻřǿųňđ țħǻț ěňǻbŀěđ mįŀŀįǿňș ǿf Ǻměřįčǻňș țǿ șįģň ųp fǿř
qųǻŀįțỳ ħěǻŀțħ įňșųřǻňčě. Țħįș ěffǿřț ǻŀșǿ řěmįňđěđ ųș ẅħỳ țħě Přěșįđěňț’ș čǿmmįțměňț
țǿ břįňģįňģ mǿřě ǿf țħě ňǻțįǿň’ș țǿp įňfǿřmǻțįǿň țěčħňǿŀǿģỳ (İȚ) țǻŀěňț įňțǿ ģǿvěřňměňț
įș șǿ čřįțįčǻŀ țǿ đěŀįvěřįňģ țħě běșț pǿșșįbŀě řěșųŀțș fǿř ǿųř čųșțǿměřș – țħě Ǻměřįčǻň
pěǿpŀě.
Ǻ čǿřě pǻřț ǿf țħě Přěșįđěňț’ș Mǻňǻģěměňț Ǻģěňđǻ įș įmpřǿvįňģ țħě vǻŀųě ẅě đěŀįvěř țǿ
čįțįżěňș țħřǿųģħ Fěđěřǻŀ İȚ. Țħǻț’ș ẅħỳ, țǿđǻỳ, țħě Ǻđmįňįșțřǻțįǿň įș fǿřmǻŀŀỳ ŀǻųňčħįňģ
țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě. Țħě Đįģįțǻŀ Șěřvįčě ẅįŀŀ bě ǻ șmǻŀŀ țěǻm mǻđě ųp ǿf ǿųř
čǿųňțřỳ’ș břįģħțěșț đįģįțǻŀ țǻŀěňț țħǻț ẅįŀŀ ẅǿřķ ẅįțħ ǻģěňčįěș țǿ řěmǿvě bǻřřįěřș țǿ
ěxčěpțįǿňǻŀ șěřvįčě đěŀįvěřỳ ǻňđ ħěŀp řěmǻķě țħě đįģįțǻŀ ěxpěřįěňčě țħǻț pěǿpŀě ǻňđ
bųșįňěșșěș ħǻvě ẅįțħ țħěįř ģǿvěřňměňț.
Ẅě ǻřě ěxčįțěđ țħǻț Mįķěỳ Đįčķěřșǿň ẅįŀŀ șěřvě ǻș țħě Ǻđmįňįșțřǻțǿř ǿf țħě Ų.Ș. Đįģįțǻŀ
Șěřvįčě ǻňđ Đěpųțỳ Fěđěřǻŀ Čħįěf İňfǿřmǻțįǿň Ǿffįčěř. Mįķěỳ ẅǻș pǻřț ǿf țħě țěǻm țħǻț
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ħěŀpěđ fįx ĦěǻŀțħČǻřě.ģǿv ŀǻșț fǻŀŀ ǻňđ ẅįŀŀ ŀěǻđ țħě Đįģįțǻŀ Șěřvįčě țěǻm ǿň ěffǿřțș țǿ
ǻppŀỳ țěčħňǿŀǿģỳ įň șmǻřțěř, mǿřě ěffěčțįvě ẅǻỳș țħǻț įmpřǿvě țħě đěŀįvěřỳ ǿf fěđěřǻŀ
șěřvįčěș, įňfǿřmǻțįǿň, ǻňđ běňěfįțș.
Țħě Đįģįțǻŀ Șěřvįčě ẅįŀŀ ẅǿřķ țǿ fįňđ șǿŀųțįǿňș țǿ mǻňǻģěměňț čħǻŀŀěňģěș țħǻț čǻň
přěvěňț přǿģřěșș įň İȚ đěŀįvěřỳ. Țǿ đǿ țħįș, ẅě ẅįŀŀ bųįŀđ ǻ țěǻm ǿf mǿřě țħǻň jųșț ǻ
ģřǿųp ǿf țěčħ ěxpěřțș – Đįģįțǻŀ Șěřvįčě ħįřěș ẅįŀŀ ħǻvě țǻŀěňț ǻňđ ěxpěřțįșě įň ǻ vǻřįěțỳ ǿf
đįșčįpŀįňěș, įňčŀųđįňģ přǿčųřěměňț, ħųmǻň řěșǿųřčěș, ǻňđ fįňǻňčě. Țħě Đįģįțǻŀ Șěřvįčě
țěǻm ẅįŀŀ țǻķě přįvǻțě ǻňđ pųbŀįč-șěčțǿř běșț přǻčțįčěș ǻňđ ħěŀp șčǻŀě țħěm ǻčřǿșș
ǻģěňčįěș – ǻŀẅǻỳș ẅįțħ ǻ fǿčųș ǿň țħě čųșțǿměř ěxpěřįěňčě įň mįňđ. Ẅě ẅįŀŀ pįŀǿț țħě
Đįģįțǻŀ Șěřvįčě ẅįțħ ěxįșțįňģ fųňđș įň 2014, ǻňđ ẅǿųŀđ șčǻŀě įň 2015 ǻș ǿųțŀįňěđ įň țħě
Přěșįđěňț'ș FỲ 2015 Bųđģěț.
Țħě Đįģįțǻŀ Șěřvįčě ẅįŀŀ ǻŀșǿ čǿŀŀǻbǿřǻțě čŀǿșěŀỳ ẅįțħ 18F, ǻň ěxčįțįňģ ňěẅ ųňįț ǿf țħě Ų.Ș.
Ģěňěřǻŀ Șěřvįčěș Ǻđmįňįșțřǻțįǿň (ĢȘǺ). ĢȘǺ’ș 18F ħǿųșěș ǻ ģřǿẅįňģ ģřǿųp ǿf țǻŀěňțěđ
đěvěŀǿpěřș ǻňđ đįģįțǻŀ přǿfěșșįǿňǻŀș ẅħǿ ǻřě đěșįģňįňģ ǻňđ bųįŀđįňģ țħě ǻčțųǻŀ đįģįțǻŀ
pŀǻțfǿřmș ǻňđ přǿvįđįňģ șěřvįčěș ǻčřǿșș țħě ģǿvěřňměňț.
Ẅįțħ țǿđǻỳ’ș ǻňňǿųňčěměňț, țħě Ǻđmįňįșțřǻțįǿň įș ǻŀșǿ řěŀěǻșįňģ fǿř pųbŀįč čǿmměňț
țẅǿ čřųčįǻŀ čǿmpǿňěňțș įň ǿųř ģřǿẅįňģ İȚ țǿǿŀķįț țħǻț ẅįŀŀ ħěŀp ěňǻbŀě ǻģěňčįěș țǿ đǿ
țħěįř běșț ẅǿřķ – țħě Đįģįțǻŀ Șěřvįčěș Pŀǻỳbǿǿķ ǻňđ țħě ȚěčħFǺŘ Ħǻňđbǿǿķ.
Ŀěvěřǻģįňģ Běșț Přǻčțįčěș ẅįțħ țħě Đįģįțǻŀ Șěřvįčěș Pŀǻỳbǿǿķ
Țǿ ħěŀp țħě Đįģįțǻŀ Șěřvįčě ǻčħįěvě įțș mįșșįǿň, țǿđǻỳ țħě Ǻđmįňįșțřǻțįǿň įș řěŀěǻșįňģ țħě
įňįțįǻŀ věřșįǿň ǿf ǻ Đįģįțǻŀ Șěřvįčěș Pŀǻỳbǿǿķ țħǻț ŀǻỳș ǿųț běșț přǻčțįčěș fǿř bųįŀđįňģ
ěffěčțįvě đįģįțǻŀ șěřvįčěș ŀįķě ẅěb ǻňđ mǿbįŀě ǻppŀįčǻțįǿňș ǻňđ ẅįŀŀ șěřvě ǻș ǻ ģųįđě fǿř
ǻģěňčįěș ǻčřǿșș ģǿvěřňměňț. Țǿ įňčřěǻșě țħě șųččěșș ǿf ģǿvěřňměňț đįģįțǻŀ șěřvįčě
přǿjěčțș, țħįș pŀǻỳbǿǿķ ǿųțŀįňěș 13 ķěỳ “pŀǻỳș” đřǻẅň fřǿm přįvǻțě ǻňđ pųbŀįč-șěčțǿř
běșț přǻčțįčěș țħǻț, įf fǿŀŀǿẅěđ țǿģěțħěř, ẅįŀŀ ħěŀp fěđěřǻŀ ǻģěňčįěș đěŀįvěř șěřvįčěș țħǻț
ẅǿřķ ẅěŀŀ fǿř ųșěřș ǻňđ řěqųįřě ŀěșș țįmě ǻňđ mǿňěỳ țǿ đěvěŀǿp ǻňđ ǿpěřǻțě.
Țħě țěčħňǿŀǿģįěș ųșěđ țǿ čřěǻțě đįģįțǻŀ șěřvįčěș ǻřě čħǻňģįňģ řǻpįđŀỳ. Țħě Pŀǻỳbǿǿķ įș
đěșįģňěđ țǿ ěňčǿųřǻģě țħě ģǿvěřňměňț țǿ ǻđǿpț țħě běșț ǿf țħěșě ǻđvǻňčěș įňțǿ ǿųř
ǿẅň ẅǿřķ. Țǿ fųřțħěř șțřěňģțħěň țħįș įmpǿřțǻňț țǿǿŀ, ẅě ěňčǿųřǻģě fǿŀķș ǻčřǿșș țħě
pųbŀįč ǻňđ přįvǻțě șěčțǿřș țǿ přǿvįđě fěěđbǻčķ ǿň țħě Pŀǻỳbǿǿķ, șǿ ẅě čǻň șțřěňģțħěň
țħįș įmpǿřțǻňț țǿǿŀ.
Ųșįňģ Ǻģįŀě Přǿčěșșěș țǿ Přǿčųřě Đįģįțǻŀ Șěřvįčěș ẅįțħ țħě ȚěčħFǺŘ Ħǻňđbǿǿķ
Țǿ ěňșųřě ģǿvěřňměňț ħǻș țħě řįģħț țěčħ țǿǿŀș țǿ đǿ įțș jǿb, țħě Ǻđmįňįșțřǻțįǿň įș ǻŀșǿ
țǿđǻỳ ŀǻųňčħįňģ țħě ȚěčħFǺŘ Ħǻňđbǿǿķ, ǻ ģųįđě țħǻț ěxpŀǻįňș ħǿẅ ǻģěňčįěș čǻň
https://www.whitehouse.gov/blog/2014/08/11/delivering-customer-focused-government-through-smarter-it
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ěxěčųțě ķěỳ pŀǻỳș įň țħě Pŀǻỳbǿǿķ įň ẅǻỳș čǿňșįșțěňț ẅįțħ țħě Fěđěřǻŀ Ǻčqųįșįțįǿň
Řěģųŀǻțįǿň (FǺŘ), ẅħįčħ ģǿvěřňș ħǿẅ țħě ģǿvěřňměňț mųșț bųỳ șěřvįčěș fřǿm țħě
přįvǻțě șěčțǿř.
Țǿǿ ǿfțěň, țħě ŀǻčķ ǿf ģųįđǻňčě ěňčǿųřǻģįňģ ǻģěňčỳ ųșě ǿf įňňǿvǻțįvě čǿňțřǻčțįňģ
přǻčțįčěș řěșųŀțș įň ňǻřřǿẅ ǻňđ ǿvěřŀỳ řįģįđ įňțěřpřěțǻțįǿňș ǿf fěđěřǻŀ ǻčqųįșįțįǿň řųŀěș
țħǻț čǿmpŀįčǻțě țħě ģǿvěřňměňț’ș ǻbįŀįțỳ țǿ ǻđǿpț șmǻřțěř ẅǻỳș ǿf ǻčqųįřįňģ ħįģħqųǻŀįțỳ đįģįțǻŀ șěřvįčěș. Țħįș đǿčųměňț ẅįŀŀ ģųįđě ǻģěňčįěș įň ħǿẅ țǿ přǿčųřě
đěvěŀǿpměňț șěřvįčěș įň ňěẅ ẅǻỳș țħǻț mǿřě čŀǿșěŀỳ mǻțčħ țħě mǿđěřň șǿfțẅǻřě
đěvěŀǿpměňț țěčħňįqųěș ųșěđ įň țħě přįvǻțě șěčțǿř.
Țħě ȚěčħFǺŘ ěxpŀįčįțŀỳ ěňčǿųřǻģěș țħě ųșě ǿf “ǻģįŀě” đěvěŀǿpměňț -- ǻň įňčřěměňțǻŀ,
fǻșț-pǻčěđ șțỳŀě ǿf șǿfțẅǻřě đěvěŀǿpměňț țħǻț řěđųčěș țħě řįșķ ǿf fǻįŀųřě bỳ ģěțțįňģ
ẅǿřķįňģ șǿfțẅǻřě įňțǿ ųșěřș’ ħǻňđș qųįčķŀỳ, ǻňđ bỳ přǿvįđįňģ fřěqųěňț ǿppǿřțųňįțįěș fǿř
đěŀįvěřỳ țěǻm měmběřș țǿ ǻđjųșț řěqųįřěměňțș ǻňđ đěvěŀǿpměňț pŀǻňș bǻșěđ ǿň
ẅǻțčħįňģ pěǿpŀě ųșě přǿțǿțỳpěș ǻňđ řěǻŀ șǿfțẅǻřě. Fǿŀŀǿẅįňģ țħįș měțħǿđǿŀǿģỳ įș ǻ
přǿvěň běșț přǻčțįčě fǿř bųįŀđįňģ đįģįțǻŀ șěřvįčěș, ǻňđ ẅįŀŀ įňčřěǻșě ģǿvěřňměňț’ș ǻbįŀįțỳ
țǿ bųįŀđ șěřvįčěș țħǻț ěffěčțįvěŀỳ měěț ųșěř ňěěđș.
Țǿģěțħěř, țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě, 18F, țħě Đįģįțǻŀ Șěřvįčěș Pŀǻỳbǿǿķ, ǻňđ ȚěčħFǺŘ
Ħǻňđbǿǿķ ẅįŀŀ ħěŀp ǻđvǻňčě țħě Șmǻřțěř İȚ Đěŀįvěřỳ ǻģěňđǻ įň mǻjǿř ẅǻỳș – ħěŀpįňģ
ģǿvěřňměňț đěŀįvěř čǿňțįňųǻŀŀỳ běțțěř șěřvįčěș ǻț ŀǿẅěř čǿșț, ǻș ǿųř čųșțǿměřș șħǿųŀđ
ěxpěčț ǻňđ đěșěřvě. Ǻňđ ǻș țěčħňǿŀǿģỳ čǿňțįňųěș țǿ ěvǿŀvě, ẅě ẅįŀŀ čǿňțįňųě țǿ ŀǿǿķ fǿř
ẅǻỳș ẅě čǻň șțřěňģțħěň ǿųř ěffǿřțș ǻŀǿňģ ẅįțħ įț – țǿ mǻķě șųřě ẅě’řě ǻppŀỳįňģ ňěẅ ǻňđ
įňňǿvǻțįvě țǿǿŀș ǻș ẅě čǿňțįňųě ẅǿřķįňģ țǿ ěxpǻňđ ǿppǿřțųňįțỳ fǿř țħě Ǻměřįčǻň
pěǿpŀě.
Șțǻỳ įňfǿřměđ -- șįģň ųp ħěřě țǿ mǿňįțǿř țħě ŀǻțěșț ňěẅș fřǿm țħě Ų.Ș. Đįģįțǻŀ Șěřvįčě.

ȚĦĚ FİŇǺĿ ȘȚǺȚĚ ǾF ȚĦĚ ŲŇİǾŇ

ȚĦĚ ȘŲPŘĚMĚ ČǾŲŘȚ

Ẅǻțčħ Přěșįđěňț Ǿbǻmǻ'ș fįňǻŀ Șțǻțě ǿf țħě Ųňįǿň

Řěǻđ ẅħǻț țħě Přěșįđěňț įș ŀǿǿķįňģ fǿř įň ħįș ňěxț

ǻđđřěșș.

Șųpřěmě Čǿųřț ňǿmįňěě.
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FİŇĐ ỲǾŲŘ PǺŘĶ

Țǻķě ǻ ŀǿǿķ ǻț Ǻměřįčǻ'ș țħřěě ňěẅěșț ňǻțįǿňǻŀ
mǿňųměňțș.
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Digital Services Playbook
The American people expect to interact with government through digital channels
such as websites, email, and mobile applications. By building digital services that
meet their needs, we can make the delivery of our policy and programs more
e ective.
Today, too many of our digital services projects do not work well, are delivered
late, or are over budget. To increase the success rate of these projects, the U.S.
Government needs a new approach. We created a playbook of 13 key “plays”
drawn from successful practices from the private sector and government that, if
followed together, will help government build e ective digital services.

Digital Service Plays
1. Understand what people need
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.

Address the whole experience, from start to nish
Make it simple and intuitive
Build the service using agile and iterative practices
Structure budgets and contracts to support delivery
Assign one leader and hold that person accountable
Bring in experienced teams
Choose a modern technology stack
Deploy in a exible hosting environment
Automate testing and deployments
Manage security and privacy through reusable processes
Use data to drive decisions
Default to open

PLAY 1

Understand what people need

https://playbook.cio.gov/#plays_index_anchor
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We must begin digital projects by exploring and pinpointing the needs of the
people who will use the service, and the ways the service will

t into their lives.

Whether the users are members of the public or government employees, policy
makers must include real people in their design process from the beginning. The
needs of people — not constraints of government structures or silos — should
inform technical and design decisions. We need to continually test the products we
build with real people to keep us honest about what is important.

Checklist
Early in the project, spend time with current and
prospective users of the service
Use a range of qualitative and quantitative research
methods to determine people’s goals, needs, and
behaviors; be thoughtful about the time spent
Test prototypes of solutions with real people, in the
possible
Document the

eld if

ndings about user goals, needs, behaviors,

and preferences
Share

ndings with the team and agency leadership

Create a prioritized list of tasks the user is trying to
accomplish, also known as “user stories”
As the digital service is being built, regularly test it with
potential users to ensure it meets people’s needs

Key Questions
Who are your primary users?
What user needs will this service address?
Why does the user want or need this service?
Which people will have the most di

culty with the

service?
Which research methods were used?
What were the key
How were the

ndings?

ndings documented? Where can future

team members access the documentation?
How often are you testing with real people?
PLAY 2

Address the whole experience,
from start to nish
We need to understand the di erent ways people will interact with our services,
including the actions they take online, through a mobile application, on a phone,
or in person. Every encounter — whether it’s online or o ine — should move the
user closer towards their goal.

Checklist
Understand the di erent points at which people will
interact with the service – both online and in person
Identify pain points in the current way users interact with
the service, and prioritize these according to user needs
https://playbook.cio.gov/#plays_index_anchor
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Design the digital parts of the service so that they are
integrated with the o

ine touch points people use to

interact with the service
Develop metrics that will measure how well the service is
meeting user needs at each step of the service

Key Questions
What are the di erent ways (both online and o

ine) that

people currently accomplish the task the digital service is
designed to help with?
Where are user pain points in the current way people
accomplish the task?
Where does this speci c project

t into the larger way

people currently obtain the service being o ered?
What metrics will best indicate how well the service is
working for its users?
PLAY 3

Make it simple and intuitive
Using a government service shouldn’t be stressful, confusing, or daunting. It’s our
job to build services that are simple and intuitive enough that users succeed the
rst time, unaided.

Checklist
Use a simple and

exible design style guide for the service.

Use the U.S. Web Design Standards as a default
Use the design style guide consistently for related digital
services
Give users clear information about where they are in each
step of the process
Follow accessibility best practices to ensure all people can
use the service
Provide users with a way to exit and return later to
complete the process
Use language that is familiar to the user and easy to
understand
Use language and design consistently throughout the
service, including online and o ine touch points

Key Questions
What primary tasks are the user trying to accomplish?
Is the language as plain and universal as possible?
What languages is your service o ered in?
If a user needs help while using the service, how do they go
about getting it?
How does the service’s design visually relate to other
government services?
PLAY 4

Build the service using agile and

https://playbook.cio.gov/#plays_index_anchor
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Build the service using agile and
iterative practices
We should use an incremental, fast-paced style of software development to reduce
the risk of failure. We want to get working software into users’ hands as early as
possible to give the design and development team opportunities to adjust based on
user feedback about the service. A critical capability is being able to automatically
test and deploy the service so that new features can be added often and be put into
production easily.

Checklist
Ship a functioning “minimum viable product” (MVP) that
solves a core user need as soon as possible, no longer than
three months from the beginning of the project, using a
“beta” or “test” period if needed
Run usability tests frequently to see how well the service
works and identify improvements that should be made
Ensure the individuals building the service communicate
closely using techniques such as launch meetings, war
rooms, daily standups, and team chat tools
Keep delivery teams small and focused; limit
organizational layers that separate these teams from the
business owners
Release features and improvements multiple times each
month
Create a prioritized list of features and bugs, also known as
the “feature backlog” and “bug backlog”
Use a source code version control system
Give the entire project team access to the issue tracker and
version control system
Use code reviews to ensure quality

Key Questions
How long did it take to ship the MVP? If it hasn’t shipped
yet, when will it?
How long does it take for a production deployment?
How many days or weeks are in each iteration/sprint?
Which version control system is being used?
How are bugs tracked and tickets issued? What tool is
used?
How is the feature backlog managed? What tool is used?
How often do you review and reprioritize the feature and
bug backlog?
How do you collect user feedback during development?
How is that feedback used to improve the service?
At each stage of usability testing, which gaps were
identi ed in addressing user needs?
PLAY 5

Structure budgets and contracts to
support delivery
https://playbook.cio.gov/#plays_index_anchor
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support delivery

To improve our chances of success when contracting out development work, we
need to work with experienced budgeting and contracting o cers. In cases where
we use third parties to help build a service, a well-de ned contract can facilitate
good development practices like conducting a research and prototyping phase,
re ning product requirements as the service is built, evaluating open source
alternatives, ensuring frequent delivery milestones, and allowing the exibility to
purchase cloud computing resources.
The TechFAR Handbook provides a detailed explanation of the

exibilities in the

Federal Acquisition Regulation (FAR) that can help agencies implement this play.

Checklist
Budget includes research, discovery, and prototyping
activities
Contract is structured to request frequent deliverables, not
multi-month milestones
Contract is structured to hold vendors accountable to
deliverables
Contract gives the government delivery team enough
exibility to adjust feature prioritization and delivery
schedule as the project evolves
Contract ensures open source solutions are evaluated when
technology choices are made
Contract speci es that software and data generated by
third parties remains under our control, and can be reused
and released to the public as appropriate and in accordance
with the law
Contract allows us to use tools, services, and hosting from
vendors with a variety of pricing models, including xed
fees and variable models like “pay-for-what-you-use”
services
Contract speci es a warranty period where defects
uncovered by the public are addressed by the vendor at no
additional cost to the government
Contract includes a transition of services period and
transition-out plan

Key Questions
What is the scope of the project? What are the key
deliverables?
What are the milestones? How frequent are they?
What are the performance metrics de ned in the contract
(e.g., response time, system uptime, time period to address
priority issues)?
PLAY 6

Assign one leader and hold that
person accountable
There must be a single product owner who has the authority and responsibility to
assign tasks and work elements; make business, product, and technical decisions;
https://playbook.cio.gov/#plays_index_anchor
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and be accountable for the success or failure of the overall service. This product
owner is ultimately responsible for how well the service meets needs of its users,
which is how a service should be evaluated. The product owner is responsible for
ensuring that features are built and managing the feature and bug backlogs.

Checklist
A product owner has been identi ed
All stakeholders agree that the product owner has the
authority to assign tasks and make decisions about
features and technical implementation details
The product owner has a product management background
with technical experience to assess alternatives and weigh
tradeo s
The product owner has a work plan that includes budget
estimates and identi es funding sources
The product owner has a strong relationship with the
contracting o

cer

Key Questions
Who is the product owner?
What organizational changes have been made to ensure the
product owner has su
for the project?

cient authority over and support

What does it take for the product owner to add or remove a
feature from the service?
PLAY 7

Bring in experienced teams
We need talented people working in government who have experience creating
modern digital services. This includes bringing in seasoned product managers,
engineers, and designers. When outside help is needed, our teams should work
with contracting o cers who understand how to evaluate third-party technical
competency so our teams can be paired with contractors who are good at both
building and delivering e ective digital services. The makeup and experience
requirements of the team will vary depending on the scope of the project.

Checklist
Member(s) of the team have experience building popular,
high-tra c digital services
Member(s) of the team have experience designing mobile
and web applications
Member(s) of the team have experience using automated
testing frameworks
Member(s) of the team have experience with modern
development and operations (DevOps) techniques like
continuous integration and continuous deployment
Member(s) of the team have experience securing digital
services

https://playbook.cio.gov/#plays_index_anchor
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A Federal contracting o

cer is on the internal team if a

third party will be used for development work
A Federal budget o

cer is on the internal team or is a

partner
The appropriate privacy, civil liberties, and/or legal advisor
for the department or agency is a partner
PLAY 8

Choose a modern technology stack
The technology decisions we make need to enable development teams to work
e

ciently and enable services to scale easily and cost-e ectively. Our choices for

hosting infrastructure, databases, software frameworks, programming languages
and the rest of the technology stack should seek to avoid vendor lock-in and
match what successful modern consumer and enterprise software companies
would choose today. In particular, digital services teams should consider using
open source, cloud-based, and commodity solutions across the technology stack,
because of their widespread adoption and support by successful consumer and
enterprise technology companies in the private sector.

Checklist
Choose software frameworks that are commonly used by
private-sector companies creating similar services
Whenever possible, ensure that software can be deployed
on a variety of commodity hardware types
Ensure that each project has clear, understandable
instructions for setting up a local development
environment, and that team members can be quickly added
or removed from projects
Consider open source software solutions at every layer of
the stack

Key Questions
What is your development stack and why did you choose
it?
Which databases are you using and why did you choose
them?
How long does it take for a new team member to start
developing?
PLAY 9

Deploy in a exible hosting
environment
Our services should be deployed on exible infrastructure, where resources can be
provisioned in real-time to meet spikes in tra c and user demand. Our digital
services are crippled when we host them in data centers that market themselves
as “cloud hosting” but require us to manage and maintain hardware directly. This
outdated practice wastes time, weakens our disaster recovery plans, and results in
signi cantly higher costs.
https://playbook.cio.gov/#plays_index_anchor
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Checklist
Resources are provisioned on demand
Resources scale based on real-time user demand
Resources are provisioned through an API
Resources are available in multiple regions
We only pay for resources we use
Static assets are served through a content delivery network
Application is hosted on commodity hardware

Key Questions
Where is your service hosted?
What hardware does your service use to run?
What is the demand or usage pattern for your service?
What happens to your service when it experiences a surge
in tra

c or load?

How much capacity is available in your hosting
environment?
How long does it take you to provision a new resource, like
an application server?
How have you designed your service to scale based on
demand?
How are you paying for your hosting infrastructure (e.g.,
by the minute, hourly, daily, monthly,

xed)?

Is your service hosted in multiple regions, availability
zones, or data centers?
In the event of a catastrophic disaster to a datacenter, how
long will it take to have the service operational?
What would be the impact of a prolonged downtime
window?
What data redundancy do you have built into the system,
and what would be the impact of a catastrophic data loss?
How often do you need to contact a person from your
hosting provider to get resources or to

x an issue?

PLAY 10

Automate testing and deployments
Today, developers write automated scripts that can verify thousands of scenarios
in minutes and then deploy updated code into production environments multiple
times a day. They use automated performance tests which simulate surges in
tra c to identify performance bottlenecks. While manual tests and quality
assurance are still necessary, automated tests provide consistent and reliable
protection against unintentional regressions, and make it possible for developers
to con dently release frequent updates to the service.

Checklist
Create automated tests that verify all user-facing
functionality
Create unit and integration tests to verify modules and
components
https://playbook.cio.gov/#plays_index_anchor
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Run tests automatically as part of the build process
Perform deployments automatically with deployment
scripts, continuous delivery services, or similar techniques
Conduct load and performance tests at regular intervals,
including before public launch

Key Questions
What percentage of the code base is covered by automated
tests?
How long does it take to build, test, and deploy a typical
bug

x?

How long does it take to build, test, and deploy a new
feature into production?
How frequently are builds created?
What test tools are used?
Which deployment automation or continuous integration
tools are used?
What is the estimated maximum number of concurrent
users who will want to use the system?
How many simultaneous users could the system handle,
according to the most recent capacity test?
How does the service perform when you exceed the
expected target usage volume? Does it degrade gracefully
or catastrophically?
What is your scaling strategy when demand increases
suddenly?
PLAY 11

Manage security and privacy
through reusable processes
Our digital services have to protect sensitive information and keep systems secure.
This is typically a process of continuous review and improvement which should be
built into the development and maintenance of the service. At the start of
designing a new service or feature, the team lead should engage the appropriate
privacy, security, and legal o cer(s) to discuss the type of information collected,
how it should be secured, how long it is kept, and how it may be used and shared.
The sustained engagement of a privacy specialist helps ensure that personal data
is properly managed. In addition, a key process to building a secure service is
comprehensively testing and certifying the components in each layer of the
technology stack for security vulnerabilities, and then to re-use these same precerti ed components for multiple services.
The following checklist provides a starting point, but teams should work closely
with their privacy specialist and security engineer to meet the needs of the speci c
service.

Checklist
Contact the appropriate privacy or legal o cer of the
department or agency to determine whether a System of
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Records Notice (SORN), Privacy Impact Assessment, or
other review should be conducted
Determine, in consultation with a records o

cer, what

data is collected and why, how it is used or shared, how it
is stored and secured, and how long it is kept
Determine, in consultation with a privacy specialist,
whether and how users are noti ed about how personal
information is collected and used, including whether a
privacy policy is needed and where it should appear, and
how users will be noti ed in the event of a security breach
Consider whether the user should be able to access, delete,
or remove their information from the service
“Pre-certify” the hosting infrastructure used for the
project using FedRAMP
Use deployment scripts to ensure con guration of
production environment remains consistent and
controllable

Key Questions
Does the service collect personal information from the
user? How is the user noti ed of this collection?
Does it collect more information than necessary? Could the
data be used in ways an average user wouldn’t expect?
How does a user access, correct, delete, or remove personal
information?
Will any of the personal information stored in the system
be shared with other services, people, or partners?
How and how often is the service tested for security
vulnerabilities?
How can someone from the public report a security issue?
PLAY 12

Use data to drive decisions
At every stage of a project, we should measure how well our service is working for
our users. This includes measuring how well a system performs and how people
are interacting with it in real-time. Our teams and agency leadership should
carefully watch these metrics to nd issues and identify which bug xes and
improvements should be prioritized. Along with monitoring tools, a feedback
mechanism should be in place for people to report issues directly.

Checklist
Monitor system-level resource utilization in real time
Monitor system performance in real-time (e.g. response
time, latency, throughput, and error rates)
Ensure monitoring can measure median, 95th percentile,
and 98th percentile performance
Create automated alerts based on this monitoring
Track concurrent users in real-time, and monitor user
behaviors in the aggregate to determine how well the
service meets user needs
https://playbook.cio.gov/#plays_index_anchor
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Publish metrics internally
Publish metrics externally
Use an experimentation tool that supports multivariate
testing in production

Key Questions
What are the key metrics for the service?
How have these metrics performed over the life of the
service?
Which system monitoring tools are in place?
What is the targeted average response time for your
service? What percent of requests take more than 1 second,
2 seconds, 4 seconds, and 8 seconds?
What is the average response time and percentile
breakdown (percent of requests taking more than 1s, 2s,
4s, and 8s) for the top 10 transactions?
What is the volume of each of your service’s top 10
transactions? What is the percentage of transactions
started vs. completed?
What is your service’s monthly uptime target?
What is your service’s monthly uptime percentage,
including scheduled maintenance? Excluding scheduled
maintenance?
How does your team receive automated alerts when
incidents occur?
How does your team respond to incidents? What is your
post-mortem process?
Which tools are in place to measure user behavior?
What tools or technologies are used for A/B testing?
How do you measure customer satisfaction?
PLAY 13

Default to open
When we collaborate in the open and publish our data publicly, we can improve
Government together. By building services more openly and publishing open data,
we simplify the public’s access to government services and information, allow the
public to contribute easily, and enable reuse by entrepreneurs, nonpro ts, other
agencies, and the public.

Checklist
O er users a mechanism to report bugs and issues, and be
responsive to these reports
Provide datasets to the public, in their entirety, through
bulk downloads and APIs (application programming
interfaces)
Ensure that data from the service is explicitly in the public
domain, and that rights are waived globally via an
international public domain dedication, such as the
“Creative Commons Zero” waiver
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Catalog data in the agency’s enterprise data inventory and
add any public datasets to the agency’s public data listing
Ensure that we maintain the rights to all data developed by
third parties in a manner that is releasable and reusable at
no cost to the public
Ensure that we maintain contractual rights to all custom
software developed by third parties in a manner that is
publishable and reusable at no cost
When appropriate, create an API for third parties and
internal users to interact with the service directly
When appropriate, publish source code of projects or
components online
When appropriate, share your development process and
progress publicly

Key Questions
How are you collecting user feedback for bugs and issues?
If there is an API, what capabilities does it provide? Who
uses it? How is it documented?
If the codebase has not been released under an open source
license, explain why.
What components are made available to the public as open
source?
What datasets are made available to the public?
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