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ORLANDO, Fla. — Senior officials at the
General Services Administration say they
have a four-step plan to pull the agency’s
assisted acquisition services business out
of debt by fiscal 2008. Officials say they
are determined to change the way the pro-
gram works by getting to know customers
better.

The Federal Acquisition Service expects
its assisted acquisition services business
to lose as much as $60 million this fiscal
year based on expected revenue of $3.7
billion. GSA charges fees of about 4 per-
cent on that revenue.

The service’s business has slipped since
fiscal 2004. Total business from its infor-
mation technology and professional serv-
ices offerings that year reached $7.7 bil-
lion. But by the end of fiscal 2006, business
had dropped by $3.3 billion and was
bringing in only $4.4 billion, according to
GSA’s figures.

Officials said those losses have hurt the
agency.

“We cannot sustain these types of loss-
es year after year,” said Ed O’Hare, FAS’
assistant commissioner in the Office of
Strategic Business Planning and Process
Improvement. “We must do something
about this.”

GSA’s new four-steps-to-recovery strat-
egy looks similar to a plan it developed in
2003 with the Get It Right campaign and
its aftermath.

GSA began developing and then de-
cided to scrap a customer relationship
management system because the system
didn’t work after more than two years into
a $46.6 million contract. Now, as at nu-
merous times in the past three years, GSA’s
top officials say meeting customer needs
is their No. 1 job.

GSA officials have begun an analysis of
the problems, but they’ve also decided to
take some immediate steps. To decrease
its in-house costs, FAS plans to reduce the

number of different e-tools that it uses in
its client support centers. Mary Davie,
FAS’ assistant commissioner at the Office
of Assisted Acquisition Services, is work-
ing with FAS’ chief information officer,
Casey Coleman, to create a common set
of tools. Greater standardization could re-
duce costs, she said.

Davie also wants to shift work from
overburdened centers to those with less
work.

The agency is considering other cost-
control measures, including a hiring
freeze. Workforce adjustments could af-
fect employees, but the measures would
not include reductions in force, O’Hare
said.

FAS may expand its array of profes-
sional and consulting services. GSA offi-
cials had the same plan in 2002. Officials
are meeting with industry to develop busi-
ness plans for the client support centers
and get a better understanding of the
phases of cost recovery.

To recover costs, FAS may create a na-
tional pricing policy as early as June. Such
a policy is only preliminary at this stage,
but GSA officials said the policy could es-
tablish a minimum standard surcharge
based on the service’s dollar amount. The
standard charge would eliminate customer
confusion by ending variances among the
regions.

Officials may also institute what they
called an accrual cleanup process to flag
outstanding accounts and recover pay-
ments. That process would eliminate di-
rect hits to the gross margin of GSA’s as-
sisted acquisition services business. If GSA
got all of its payments, the agency esti-
mates it could bring in as much as $15
million this year.

To develop new business, GSA is re-
searching its customers’ spending habits,
especially those of civilian agencies. Offi-
cials in GSA’s regional offices submitted
information on opportunities they see for
business.

O’Hare and Davie said FAS would not
go down every avenue in search of new
business. It will rely instead on market re-
search. But Davie added she does not ex-
pect the business to earn $7.7 billion a year
in revenue ever again. ■

GSA establishes a strategy to combat losses
from assisted acquisition services business 

Four steps to recovery

Step Date Action

Step 1: Kickoff  May Discuss and agree on core problems and how to 
solve them.

Step 2: Data analysis June and July Review operations and performance, evaluate plans 
for increasing revenue, check staffing levels at FAS’ 
client support centers and revisit past get well plans.

Step 3: Alternatives August and Determine options to address the problems, analyze
and decisions September associated risks and define the plan to institute 

different options.

Step 4: Execute October Implement decisions made and monitor progress. 
agreed-on options

Timeline for a turnaround
The General Services Administration outlined steps for reviving the Federal Acquisition Service’s assisted acquisi-

tion services business. GSA leaders gathered and agreed they have a problem. That was Step 1.

Steps 2, 3 and 4 will be more difficult. 
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