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APO Translates “Customer Service” 
GSA Region 3 Area Property Officer, Robert Kitsock, recently outlined what “customer service” means in a key area—timely communications—a perspective intended for regional property folks, but one that should resonate with GSA customers, nationwide:

With the summer and fall weather upon us, we in the GSA property program are offered myriad opportunities to interact with our customers using our single greatest natural resource—our own employees.  It bears mentioning that each of us holds within himself or herself the capability of changing the culture by which we insert ourselves into a customer interaction (whether a request, inquiry, or problem) and define what it means to do business with GSA. Let no one underestimate the power that the individual has in GSA for seizing the moment—no matter how trivial, large, or even misdirected the matter might be—to address an issue that is confronting a customer of ours. Sometimes just the simplest or briefest of follow-up calls, e-mails, or face-to-face contacts with a customer can make a BIG difference—especially when the communication is delivered in a timely manner—as that interaction provides the firm platform on which the resolution of a problem will be built—and a satisfied customer is the foundation of our success in GSA. With this in mind, I’d like to communicate to you the FAS Customer Standard that we will be focusing on in this issue: GSA Federal Acquisition Service “Customer Standard” #4 —

“Maintain timely*, accurate, and professional communication with each customer. (*Response time should be one business day for phone/e-mail inquiries.)”

While we pride ourselves—justifiably so—on resolving complex problems and providing state-of-the-art solutions in GSA, we must not lose sight of the overriding importance of taking the first step and “trying.” Previously, in FAS we focused on taking “sufficient time to weigh a customer’s need/request before issuing a final response,” but, as we have all learned in our own personal dynamics, sometimes too much procrastination or “delay” can be fatal to a relationship . . . whether that dynamic be in work, sports, or even love. Throughout history, for lack of action, whole empires, great opportunities, and cherished loves have been lost (See Shakespeare’s Hamlet, for example); as employees in GSA, however, we cannot afford (literally) to dwell upon, ignore, or debate in our minds—too long—the strategy we wish to apply or avenues we wish to travel to resolve a customer issue. It is the simple act of our “trying” that will define the moment for us—especially from a customer perspective—and lead us invariably toward success. Now, one might argue then that “to try is enough,” but, of course, he or she would be wrong in this assertion—we still must deliver the goods or services to get the job done . . . something we do very well everyday in GSA. The point here is that through use of this “customer standard” we are not dwelling in the abstract of history or art, but are living and breathing examples of individuals who are displaying the courage of our convictions by “acting” and taking the initiative to communicate with customers promptly and respectfully. And while our best and well-laid efforts may merit only a simple “Okay!” “Thanks!” or even a silent acceptance from an inquiring customer, in the end it is the quiet confidence and knowledge that “we connected” and made a difference today that will give us the momentum to achieve another success tomorrow. We owe it to our customers—and ourselves—to try. - Bob 
(See pages 2 through 4 for actual customer service successes)


The Color of Learning
If “green” means recycling, then the Computers For Learning (CFL) program must be an emerald hue! For the latest tints and tones about CFL system enhancements or school eligibility guidelines, you can call 703-605-2873 or connect with the website at www.computersforlearning.gov to learn how your agency can transfer used computer equipment to schools. In fact, to further this cause, the GSA Personal Property Center in Springfield, Virginia, sponsored its annual CFL Appreciation Day on April 22 and the Region 3 Property Management Program sponsored its first-ever “CFL Day” in Tinton Falls, New Jersey, on August 31 to show agencies ways to bring excess computers to needy classrooms and students. Other “CFL Days” are being planned in the coming months for other GSA regions as well—after all, it’s all about the color of learning. Brilliant!
FAS' Marciniak Wins 'Extra Mile Award'
Roman Marciniak of FAS's Office of Personal Property Management in Washington received the Extra Mile Award at the annual meeting of the National Association of State Agencies for Surplus Property in Sacramento, California. The award is presented to an individual who goes that extra mile in support of the Federal Surplus Personal Property Donation Program. Roman, a cherished asset for years at the top ranks of GSA’s national property program, was recognized for his leadership in developing a screening tool to offer historical artifacts from the NASA Space Shuttle Program, his efforts in data integration to interface state agencies' systems with GSAXcess® for data exchange, and his long-standing support for the donation program. Frankly, when Roman gets involved, it’s a win-win situation for everyone, as his extra efforts ensure that the disposal of federal property assets is both an art and a science that respects the value of the past and looks toward a future that we can all share.  

GSA & NASA: A Match Made In Space
. . . And what’s all this about the NASA Space Shuttle? We’ll tell you. NASA approached the GSA Office of Personal Property Management in 2007 to begin planning for a significant property disposal that would materialize at the termination of US Space Shuttle operations at the end of FY 2010. One of NASA’s challenges in this massive disposal was preserving the history or “art” of the Space Shuttle era. Many items being disposed would have historic significance and NASA wanted to identify these items—including everything from shuttle parts to space helmets—while working within the scope of the GSA property disposal program. Planning was extensive and included a joint visit by NASA and GSA officials to the Kennedy Space Center where the bulk of the Shuttle equipment was located. In addition, one of key aspects of this NASA initiative was to identify recipients of the items in advance of their physical disposal at the close of shuttle operations. GSA and NASA developed ideas for “prescreening” the artifacts by offering them to other Federal agencies and authorized recipients before actually becoming available for formal transfer and donation. Working closely with NASA, GSA developed requirements for a systems application--a module in GSAXcess®--to facilitate the screening, requesting, and transfer of items in preparation for their actual release. In addition, GSA worked closely with officials to develop the documentation necessary to support customer requests. Even after the launch of the module in 2009, GSA continued to work with NASA to respond to customer inquiries, review and approve customers, and allocate property amongst the many competing entities—that ranged from federal agencies to public schools. For its efforts, GSA Office of Personal Property Management--in conjunction with NASA--received an award for the prescreening module from the Washington DC Chapter of the International Society of Logistics. In addition, NASA and GSA were jointly nominated for the Miles Romney Achievement Award for Innovation in Personal Property Management, offered by GSA’s Office of Governmentwide Policy. As a result of this joint initiative, there were enhancements made to GSAXcess® that will affect the GSA property program, nationwide. In fact, GSA has already begun its use of the GSAXcess® module for the disposal process of potential Hubble telescope and Inter-national Space Station artifacts. Based on just the first round of screening for Space Shuttle artifacts in 2010, GSA has recorded future transfers to recipients of over 500 pieces of NASA property valued at over $663 million—with a projected screening of over one million items at a value that can only be termed as “galactic.” Yes. It’s true. The early success of this collaboration of GSA and NASA is an effort that is nothing short of an astronomical walk through time and space. As such, it is a journey that is worth taking, as it is based firmly on the intrinsic values that make up the DNA of most Americans who pride themselves on searching for the next horizon while embracing the spirit of our American forebears who first looked skyward to “reach for the stars.”   

GSA Doesn’t Gamble With Personal Property
Sure! It was a Las Vegas gig! But, a GSA Property Manage-ment team in Region 9 didn’t gamble on providing the best in training on the “utilization” and “donation” of property.  In fact, the team educated over 100 attendees from dozens of federal agencies across the USA from March 2-4, 2010, on a “fortune” worth of issues, from reporting, acquiring, and utilizing property to using GSAXcess®, navigating GSA Auctions®, and even disposing hazardous material. Led by Region 9 director, Raphael Cervantes, the team of property experts instructed attendees on both the basic and detailed facets of the program, especially how agencies can adopt the philosophy of going “green” with property. (No! Not the “gambling” green; the “recycling” green!) Of course, the trainees were the BIG WINNERS, as they found out how to get off that “roulette wheel” of simply replacing property and get into the “green” of reusing. Now, that’s a “jackpot!”

State Reviews On The Horizon
Here’s a preview of GSA state operational reviews being planned for the remainder of the 2010 year:

September	MD, OK 
October	KY, WY
November	AK, PR
December	AL

The operational reviews are conducted by GSA to ensure compliance with federal property standards for accountability, eligibility, and usage. Refinements in the review process are being coordinated by Mr. Greg Flores at the Region 3 Center of Expertise for Compliance & Eligibility and are expected to aid considerably in future projects. The refinements are projected to be ready for FY-2011.
Property Shows True Colors In Orlando
A host of GSA Property Management program trainers descended on Orlando, Florida, this spring from May 4 thru 6, for the 16th annual GSA Training Conference & Expo 2010 to educate federal, state, and local employees on the solutions offered by the program. The trainers took to heart the “Excellence in Action” theme of the conference to educate and update property-related personnel about initiatives that span the spectrum of personal property programs and systems, from reporting excess property to selling property at auction. The training curriculum included courses such as Property Disposal 101; Disposal of Computers, Electronics, and Other Special Items; Computers for Learning; The Federal Surplus Personal Property Donation Program; How to Describe Property; GSAXcess® - Acquiring Excess Property; GSA Auctions® - Selling Federal Property; and others. The classes were well-attended and well-received, as countless “Thanks!” and plaudits were delivered by the attendees during the information-packed sessions that covered personal property from A to Z. One of the courses that shined the brightest this year was “Property Disposal – A Green Government Program,” as it highlighted the special place that the concepts of “greening,” “reutilizing” and “recycling” play in every aspect of the GSA process. Another colorful facet of the training this year was the “Ask the Property Management Experts” course. This class always seems to provoke the most “multihued” questions AND provide the most “vibrant” answers. The engaging Q and A session helped attendees with their most provocative issues by providing both the simplest and, often, most interesting of solutions—with a touch of “green” added this year. Overall, the GSA property management trainers provided a vivid reminder to attendees of the GSA Expo this year about the key role that they play in acquiring, maintaining, and disposing federal personal property—a lesson that can lead to a greener tomorrow . . . And speaking of the future, plan to join us in San Diego for EXPO 11, May 10-12, 2011. 

Going Fishing . . . Don’t Forget The Kids
Sometimes the smallest things in life bring the greatest pleasure when it comes to customer service in property management. A case in point: In late May, the APO from Pennsylvania, Bob Kitsock, considered several requests and allocated a load of 40 new excess Navy tackle (fishing) boxes—that were listed as “empty containers” on GSAXcess®—to an additional agency besides the first to request the items, so that the Fish & Wildlife office in Warm Springs, Georgia, would have the right equipment for its annual “Kid’s Fish Day” on June 12. It meant more work, but also a greater return for the small things money can’t buy.
Reuse Is Recycling In GSA Property Management
Speaking of going “green,” GSA is so serious about its commitment to having a true “greening” effect on the environment that the GSA Office of Personal Property Management is adopting a “Reuse is Recycling” motto (in fact, see the cover) because it represents everything that we do! The concept for the reutilization of federal property as a program has its roots all the way back to the late 1940’s and has developed to the point that it now represents a fully grown, environmentally-friendly tree with many “green” branches—including the “reuse” of excess federal property; the donation of surplus federal property; the transfer of Computers for Learning (CFL) property; the creation of the GSAXcess® system—to report, screen, acquire, and, in essence, re-invigorate property; the adoption of the Exchange-Sale method of sales to re-invest in property through “exchanges”; the construction of the GSA Auctions® system to ensure the reutilization of government assets through public sales; and much more. GSA has dedicated itself to providing the best in recycling solutions that produce a “natural,” and sensible progression—every step of the way in the disposal process—toward a greener environment that minimizes, and in many cases, eliminates the so-called “carbon footprint” of everyday government practices that utilize federal personal property. It’s no small task! But it is one that the GSA Property Management program—together with its partners in the federal and state personal property communities—has adopted and remains committed to, especially in the face of today’s environmentally-challenging climate. So, keep your eyes peeled for the Reuse is Recycling tagline on GSA property initiatives—you’ll know that by taking part in that GSA-sponsored program you and your agency are contributing to a greater commitment that transcends normal government practices and helps ensure a healthier environment for us, our fellow citizens, and the world.   

“Book’em Danno” Film Gets GSA Hawaiian Support
Well, it seems that law enforcement got some needed support recently from a “GSA-operative” (sounds ominous) in Hawaii, when Area Property Officer, Marilynn DiLullo came to the rescue with some rucksacks for the filming of the Hawaii Five-O TV pilot this spring. The filming was a remake of the 1970’s series of the same name that featured the catch-all phrase of “Book’em Danno” and the beauty of the Hawaiian islands as a backdrop to fighting crime in paradise. In this case, the US Army 25th Infantry Division caught some “friendly fire” from GSA when Marilynn obtained and delivered 12 Army-issue rucksacks from excess supplies to the 25th in time for its part in the pilot shooting. Marilynn got an official “Thanks” from the Army and film crew. So, who says there’s always trouble in paradise?
New Faces & New Places in Property World
“O brave new world that has such people in it!” 
- Shakespeare, The Tempest
Region 1 (Boston)
-Anthony Guerra, Director of Acquisition Operations
Region 3 (Chesapeake and Philadelphia, respectively)
-Richard Creal, Area Property Officer
-Henry McGuigan, Property Disposal Specialist 
-Kevin Murphy, Supervisor, Utilization, Donation, & Sales
Region 5 (Chicago)
-Miriam van Gerpen, Supervisor, Utilization, Donation, & Sales
-Bill Siggeman, Senior Specialist for Sales
Region 6 (Kansas City)
-Judy Schroyer, Director, Office of Personal Property Mgnt.
Region NCR (Washington)
-Charles Robinson, Director, Office of Personal Property Mgnt.

School Learns New Lessons from GSA Property Management
The Thaddeus Stevens College of Technology (TSCT) in Lancaster, Pennsylvania, recently learned its first lesson about federal surplus property— a lesson it won’t soon forget! The school, which is eligible to receive donated federal property through the Pennsylvania State Agency for Surplus Property’s (PA-SASP) via the GSA Federal Property Program, recently received much-needed dormitory furniture being recycled by a U.S. Air Force base in Montana. The transaction was completed through use of GSAXcess®, the electronic inventory system operated by GSA. The TSCT administrators were understandably nervous about their very first federal property “test” donation on a large volume of property from far away. Nevertheless, thanks to the help of GSA and the PA-SASP, the school passed the test with flying colors, as it received 50 three-drawer dressers, 28 student desks, 38 stackable student beds, 19 sets of bedsprings, and four tables for use at the school. The furniture will furnish rooms for about 30-50 students at the facility. And as for grades, the admin-istrators said the experience was in their words—“Excellent!”   

Foreign Aid Becomes “Green” Back Home
When faced with property disposal problem in late 2009, the Office of the Secretary of Defense contacted the GSA Office of Personal Property Management to discuss the possibility of offering foreign excess property that was accumulating in Iraq for donation in the United States. Once contacted, GSA quickly began a series of meetings to discuss the authority to return foreign excess personal property (FEPP) for donation, due to Iraqi base closures. These conferences included joint DoD-GSA meetings with Congressman Gene Taylor, D-MS, who has a longstanding interest in surplus property donations through the GSA Federal Surplus Property donation program. GSA began work with various components of DoD to coordinate a process for returning selected property from Iraq and earmarking it for eligible state and local government and nonprofit organizations in the US. Over time, these meetings expanded to include staff from the Office of the Secretary of Defense Supply Chain Integration and Transportation Policy, the US Army Logistics staff, the US Forces in Iraq (USF-I) staff, and the National Association of State Agencies for Surplus Property (NASASP). GSA, NASASP, and OSD have finalized the process—including use of US Transportation Command (TRANSCOM) services for return shipments. GSA and NASASP also have received inventory lists from USF-I of property available for potential return to the US for donation. In partnership with DoD and NASASP, GSA is, in essence, finalizing a “green” solution for recycling used, foreign excess property for reuse by U.S. entities. As such, GSA has formed a key bond with both the DoD and NA-SASP to provide for a “greener” government and country—on two continents! By ensuring that our property assets are recycled and used where most needed, while also guaranteeing that the American taxpayers gets the “best bang for the buck” for their original investment, these partners are making sure it is a greener day today than it was yesterday—in both America and the far corners of the world. 

New Commitment at USAID
Speaking of the world . . . we would be remiss if we didn’t mention the new property folks at the State Department’s US Agency for International Development (LEPP@USAID.gov) in Washington: Craig Lamberton and Hannah Marsh. USAID obtains surplus property not needed by federal and state programs for distribution to impoverished parts of the world. Craig and Hannah have taken over for Welford Walker after 23 years of outstanding service to USAID. Best of luck to these intrepid souls in future endeavors throughout the world.

GSA Personal Property—Expertise When Needed
When federal agencies are faced with problems in managing federal personal property, it’s good to know that they can go to special “Centers of Expertise” (COE) within the GSA property program:

GSA-Centers of Expertise (For Commodities)
Animals
Region 3 Philadelphia 		215-446-5070

Aircraft 
Region 9 San Francisco	415-522-3046

Firearms
Region 8 Denver		303-236-7707

Vessels 50 Feet and Over
Civilian Agency Vessels
Region 4 Atlanta		404-331-0972

DoD Vessels
Region 3 Philadelphia		215-446-5070	
    
Disposition Newsletter   
Robert Kitsock, Editor, Hummelstown, PA
Phone: (717) 566-1064, Fax: (717) 566-1065 bob.kitsock@gsa.gov
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