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GSA's PBS developed an initiative to address the changing role of the Federal real estate professional.  Recently in PBS, the number of realty specialists had decreased, while their role has expanded.  To address this gap in workload capability, PBS focused on identifying those activities that were decision-making versus task management.

PBS determined that its employees should make the decision-making activities, while the task management activities could be outsourced.  The goal was to change the organization so it focused on the management of the Government's business as opposed to the process to carry out specific project results.  The emphasis was shifted to the customer relationship, and away from the contracts that delivered goods and products to the customer.

The other critical piece to the evolution was measurement as an indicator of success.  PBS will use its customer satisfaction measures, and the cost of leasing and delivering space to its tenants to determine if the shift in focus was successful.

For additional information, contact Mr. Kevin Kampschroer at (202) 501-4411 or via e-mail at kevin.kampschroer@gsa.gov.
