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SYNOPSIS  

Government is at a crossroad as it attempts to maintain basic citizen and 
customer services in an increasingly austere environment of “doing more 
with less”. The Smart Lean Government (SLG) Practical Guide has been 
developed to guide change agents as they shape and implement 21st 
century solutions. It highlights what needs to be done to create the lean, 
agile, and adaptive government services envisioned through a sustainable 
collaboration model.    
 
SLG promotes: 

 Sustaining focus on high-quality services for the public, 

 Reducing costs through partnering and sharing, 

 Enhancing value delivered through collaboration, and 

 Fostering innovation and continuous improvement. 
 
This guide is organized into three parts:  

 Volume One: Core Concepts details how SLG is constructed, how 
each of its components work independently, and how they functionally 
relate to each other; 

 Volume Two: Strategic Roadmap describes the steps change agents 
need to take in creating the “enterprise” that will operate and manage 
SLG initiatives; and 

 Volume Three: Tactical Implementation provides the tools through 
which to create SLG initiatives and using those tools, a practical guide 
to navigate the processes.   
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American Council for Technology-Industry Advisory Council (ACT-IAC) 

The American Council for Technology (ACT) is a non-profit educational organization established in 
1979 to improve government through the efficient and innovative application of information 
technology. In 1989 ACT established the Industry Advisory Council (IAC) to bring industry and 
government executives together to collaborate on IT issues of interest to the Government. 

ACT-IAC is a unique, public-private partnership dedicated to helping Government use technology to 
serve the public. The purposes of the organization are to communicate, educate, inform, and 
collaborate. ACT-IAC also works to promote the profession of public IT management. ACT-IAC offers 
a wide range of programs to accomplish these purposes. 

ACT-IAC welcomes the participation of all public and private organizations committed to improving the 
delivery of public services through the effective and efficient use of IT. For membership and other 
information, visit the ACT-IAC website at www.actgov.org.  

Planning & Architecture (P&A) SIG 

The P&A SIG provides an objective, vendor-neutral and ethical forum to address planning and 
architecture issues of common interest to government and industry. Our ultimate goal is to help 
government leaders develop approaches to address the challenges they face in delivering quality 
products and services to citizens. We are closely aligned with the Federal CIO Council and the 
Federal Enterprise Architecture Program Management Office (FEA PMO). We are results focused and 
driven by pragmatic considerations. We consider the linkage of enterprise architecture (EA) to other 
management disciplines (strategic planning, portfolio management, budgeting, performance 
management, etc.) to be of primary importance and strive to harmonize them to drive impactful 
outcomes in Government. 

We are assisted by our Government Advisory Panel (GAP) – senior government leaders who help us 
interpret the CIO Council and the FEA PMO priorities and prepare our agenda for the upcoming year. 
Quarterly, we review our accomplishments with the GAP to obtain their feedback and to plan for the 
next steps. 

Disclaimer 

This document has been prepared to provide information regarding a specific issue. This document 
does not – nor is it intended to – take a position on any specific course of action or proposal. This 
document does not – nor is it intended to – endorse or recommend any specific technology, product 
or vendor. The views expressed in this document do not necessarily represent the official views of the 
individuals and organizations who participated in its development. Every effort has been made to 
present accurate and reliable information in this report. However, ACT-IAC assumes no responsibility 
for consequences resulting from the use of the information herein.  

Copyright 

©American Council for Technology, 2013. This document may not be quoted, reproduced and/or 
distributed unless credit is given to the American Council for Technology-Industry Advisory Council. 

Further Information 

For further information, contact the American Council for Technology-Industry Advisory Council at 
(703) 208-4800 or www.actgov.org.   

http://www.actgov.org/
http://www.actgov.org/
http://www.actgov.org/
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Executive Summary 

Imperatives of 21st Century Government Service 

The Problem 

Government is mainly comprised of independently organized programs that in their design and 
funding greatly inhibit any serious attempts at long-term, structural changes necessary for efficient 
reorganization of services, reduction of duplication and overlap, and sustained long-term deficit 
reduction. Numerous studies by the Government Accountability Office (GAO) and other groups (such 
as the Volcker Commission) have found that there are often as many as fifty different government 
programs performing the same mission. Unintended conflicts inevitably ensue, resulting in an inability 
to effectively respond to a multitude of complex demands, at a significant cost in both taxpayers’ 
money and service delivery.  

President Obama, in his memorandum dated March, 2011 on the Government Reform for 
Competitiveness and Innovation, states the structural problem: “Government agencies have grown 
without overall strategic planning and duplicative programs have sprung up, making it harder for each 
to reach its goals.”1  

Measuring the Problem 

In GAO’s 2013 annual report to Congress, “Actions Needed to Reduce Fragmentation, Overlap, and 
Duplication and Achieve Other Financial Benefits,” GAO-13-279SP, highlighted several examples of 
programs and investments that were overlapping and driving duplicative investments. The GAO report 
stated, “In March 2011, we … presented 80 areas where opportunities existed for executive branch 
agencies or Congress to reduce fragmentation, overlap, or duplication; achieve cost savings; or 

enhance revenue.” In GAO’s 2013 report, it “identifies an additional 31 areas where agencies may be 

able to achieve greater efficiency or effectiveness. Within these 31 areas, we identify 81 actions that 
the executive branch or Congress could take to reduce fragmentation, overlap, or duplication, as well 
as other cost savings or revenue enhancement opportunities”. 

The cost savings from rationalizing government programs has been variously estimated at $10B to 
over $100B annually. But the larger issue is the Government’s inability to overcome barriers that 
prevent consistent delivery of quality and cost-effective services. This issue is of critical importance 
today with the widespread concern over the cost and performance of Government, the need for the 
Government to help drive rapid improvement in national economic recovery and job creation, and the 
critical need to improve government performance at every level. 

This is not a new problem. As far back as 2002 the Volcker Commission was established to assess 
the state of the public service and to look at the functions, processes, and enabling technology that 
support government programs. In 2005, the Rand Corporation produced a series of practical 
recommendations in support of the Volcker Commission’s findings. It provides one the best 
statements of the extensive nature of the problem: "First, programs that are designed to achieve 
similar outcomes should be combined within one agency unless there is a compelling case for 
competition. Second, agencies with similar or related missions should be combined in large 
departments that encourage cooperation, achieve economies of scale in management, and facilitate 
responsiveness to political leadership.”2  

                                                
1 Presidential Memorandum on Government Reform for Competitiveness and Innovation, March 2011 
2 High-Performance Government: Structure, Leadership, Incentives; Rand Corporation, 2005 

http://www.actgov.org/
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This environment exists essentially unchanged today. Clearly there is an imperative to drive 
streamlining and simplification across the Federal Government, but also in the myriad of federally 
funded programs that are administered at the state and local level. The Federal Government is a key 
element in the economic and social life of the country and must be cost effective and efficient to help 
achieve the country’s goals. This, the first of three volumes, recommends a new approach that brings 
into focus the use of life events, communities of services, and a service integration model as a means 
to simplify and refocus areas of agency collaboration. This volume, as well as the other two in the 
SLG Practical Guide, serves as a call to action, one that challenges leaders to harness shared 
services and engage in a new more efficient means to deliver quality services in a cost conscious 
manner. 

Purpose and Composition of the Smart Lean Government Practical Guide 

Smart Lean Government (SLG) was developed by the ACT-IAC Enterprise Architecture SIG to 
address these 21st century government service imperatives. This SLG Practical Guide has been 
developed to guide leaders and change agents. It highlights what needs to be done to create the lean, 
agile, and adaptive government services envisioned through a sustainable collaboration model. And 
most importantly, it presents a management framework for implementing the Obama Administration’s 
new “A Smarter, More Innovative Government for the American People”3 initiative to reform, 
reorganize, and consolidate government services. 

Due to the complexity of the issues addressed by SLG, the content has been packaged into three 
separate volumes to facilitate action-oriented outcomes, making the concepts more readily 
understandable. 

To this end, the SLG Practical Guide consists of: 

 Volume One: Core Concepts details how SLG is constructed, how each of its components 
work independently, and how they relate to each other in delivering services; 

 Volume Two: Strategic Roadmap describes the steps change agents need to take in creating 
the “enterprise” that will operate and manage SLG initiatives; and 

 Volume Three: Tactical Implementation provides the tools through which to create SLG 
initiatives and the practical guide to navigate the processes for using those tools.  

Each volume represents a separate but integral part of a larger whole. No single volume is more 
important than any other. For the concepts described in SLG to be implemented, practitioners will 
need to take equal heed to each of the volumes. 
 

 

 

                                                
 

3 http://www.whitehouse.gov/blog/2013/07/08/smarter-more-innovative-government-american-people  

http://www.actgov.org/
http://www.whitehouse.gov/blog/2013/07/08/smarter-more-innovative-government-american-people
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Volume One: Core Concepts of Smart Lean Government (SLG) 

What SLG is about, why it is important, and why you should be involved 

The Purpose of SLG 

SLG provides a model for increased public access to government services and for the streamlining 
of internal government interactions. This is facilitated by aligning technology to shared processes, 
services, and data in such a way that Government will maximize its effectiveness and efficiency 
across redundant, under-performing, and ineffective programs within major government policy areas. 
SLG would re-orient government technology assets to better serve the public, treat data as a national 
asset, and foster broad collaboration and interaction between citizens and government service 
providers to access and benefit from these assets. 

SLG provides the framework to similarly enable government services. When utilized, these 
processes aid in selecting funding priorities based on gap analysis, capability analysis, trade-off 
analysis, benefits realization, and customer choice. This three-volume guide provides the tools to help 
navigate implementation of the Administration‘s proposal to reform, reorganize, and consolidate 
government services to create the President’s vision of a smarter, more innovative Government for 
the American people.4 

SLG focuses on transforming the delivery of 
government services through information 
technology, enabling Government to rapidly and 
efficiently adapt to changing customer needs, and 
emerging political and market priorities. By 
implementing the model, agencies can:  

 Provide an efficient and sustainable means to 
acquire and deliver services to their customers, 

 Align organizational activities to deliver services across layers of Government by sharing 
common business data and operational capabilities, and 

 Facilitate the digital government transformation.  

Further, SLG emphasizes the relationship between the public sector and the customer as it focuses 
less on customers as passive recipients of services and more on the customers and businesses as 
owners of and participants in the creation and delivery of public services. SLG services are built 
around “life events” that drive to meet customer needs, not government organizational structure.  

Four Principles for a Smarter, Leaner Government  

SLG serves to enable new ways of planning for and providing government services. All of the ideas, 
strategies, and tools put forward in the practical guide are infused with these four principles. These 
principles provide a unity in purpose to the many participants that make efficient Government a reality. 
These principles are: 

 Sustain focus on high-quality services for the public. Whether services are public-facing 
or support services used for the management of Government, SLG practitioners deliver high-
quality services with a focus on serving and satisfying the customer.  

                                                
4 http://www.whitehouse.gov/blog/2013/07/08/smarter-more-innovative-government-american-people  
http://www.federalnewsradio.com/?nid=513&sid=3382251  

The SLG vision is not just about 
transforming Government through 
technology; it is also about making 

Government transformational 
through the use of technology. 

http://www.actgov.org/
http://www.whitehouse.gov/blog/2013/07/08/smarter-more-innovative-government-american-people
http://www.federalnewsradio.com/?nid=513&sid=3382251
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 Reduce costs through partnering and sharing. Collaborating organizations can agree to 
consolidate services, share resources, and integrate activities. Cost savings can be realized 
through phasing out unneeded, duplicative investments and processes and realigning those 
that remain to shared services. 

 Enhance value delivered through collaboration. Organizations can align resources and 
funding to meet changing needs nimbly and efficiently, discovering, reusing, and improving 
foundational services.  

 Foster innovation and continuous improvement. Government agencies will foster richer 
engagement and collaboration with private industry to deliver reusable services. At the same 
time Government will promote and share specialized mission-oriented services unique to 
Government.  

Advancing Government-wide Strategies Using SLG 

Turning the vision of SLG into reality will require leadership of government executives who recognize 
the value of government service is to improve and enrich this relationship. It will also take those with 
creative foresight, tempered by the willingness to take some risks to make it happen. SLG advocates 
break with long-held, inefficient practices, take on procedural impediments, and replace parochial 
agency mission barriers.  

This change constitutes a significant shift in thinking. The current, programmatic approach has 
fostered duplicative investments across program boundaries; constraints that limit sharing and 
complexity that diminishes how well services are accessed by and delivered to the public. The 
adoption of SLG’s service-based model focuses upon how resource-sharing communities of services 
can respond to life events and harness the capacity of organizations and the public to connect, share, 
and contribute in new ways as a result of advancements in technology.  

SLG is borne from innovation fostered within Government through the creation of multidisciplinary, 
cross-sector teams, or “innovation cells”, charged with developing new ways of using technology to 
automate and streamline the delivery of government services. Indeed, the Obama Administration’s 
proposal to reform, reorganize, and consolidate government services calls for the creation of such 
innovation cells. This approach is not new, but has merit. For years, the systems engineering 
community has enabled these principles in American industry using the notion of integrated product 
and process teams. This is a major contributing factor for why American manufacturing has become 
highly efficient over the years, able to produce more with less labor and more automation. 

Defining the SLG model is an important step in shaping 21st century government; however, the idea 
alone cannot effect changes that deliver value to the public. To effect the necessary changes, 
planning, collaboration, and execution of initiatives need to be performed using available resources 
and best practices. Two essential and available contributors to realizing a smarter, leaner government 
are enterprise architecture (EA) and organizational change management (OCM).  

http://www.actgov.org/
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 Figure 1: Linking SLG, EA, and OCM 

EA practices and resources provide analytical and decision-support resources that help organizations 
characterize how they will operate, share, and consume within a more integrated, service-oriented 
operating model. EA must be used to identify how technology is used to support agency missions and 
serve as an available and essential resource base for planning new ways of delivering services. 
Agencies should leverage as-is and to-be architectural descriptions to frame modernization roadmaps 
that will be used by executives, program managers, partners, and a variety of other change 
stakeholders to budget for and execute change. 

Organizational change management is focused upon promoting, facilitating, and ultimately realizing 
new ways of consuming and delivering services. Government executives must utilize OCM, guided by 
the SLG framework and EA plans, to operationalize new and improved capabilities. Several models 
for OCM exist, and executives should determine which is the right model for them. The ADKAR5 
model, for instance, provides sequential focus areas to 
achieve goal-oriented business results. The model 
promotes:  

1. Awareness of the need to change; 
2. Desire for stakeholders to participate in and 

support the change; 
3. Knowledge of how to achieve goal-oriented 

change; 
4. Ability to implement the change on a day-to-

day basis; and 
5. Reinforcement to keep the change in place.6 

 

The SLG Practical Guide defines an integrated, self-sustaining process that harnesses EA and OCM 
practices to implement government-wide strategies.7 For instance, SLG offers direct support for 
planning and implementing the Government Shared Services Strategy. This strategy is largely 
focused upon consolidation of data centers and reuse of electronic services infrastructure. Aspects of 

                                                
5 Hiatt, Jeffrey; Adkar: A Model for Change in Business, Government and Our Community; Procci Research, 2006 
6 http://www.change-management.com/tutorial-adkar-overview.htm  
7 A mapping of federal strategies and SLG concepts can be found in the appendix 

SLG provides a vehicle for 
developing and activating all 

aspects of the Digital Government, 
Cloud First and the Shared 

Services Strategies. The SLG 
principles and process tie together 

the critical components of a 
sustainable, integrated strategic 

implementation model. 

http://www.actgov.org/
http://www.change-management.com/tutorial-adkar-overview.htm
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the SLG approach are being utilized already; however, greater benefits can be realized if communities 
of services organize around and share resources to address life events of common interest. 

Understanding Communities of Services, Life Events, and the Service Integration Model  

SLG introduces a framework of virtual “communities 
of services”, removing program delivery stovepipes 
that have often limited agility and led to duplicative 
efforts across multiple agencies. It also closes gaps in 
services, improving oversight and reducing errors, 
fraud, waste, and abuse. 

SLG directly relates citizen and customer services to 
virtual storage of common information exchanges, 
enabling new “inter-connected” forms of government 
that break through traditional barriers between agencies, departments, and levels of government, 
while maintaining data integrity, security, and privacy. Cross-agency processing of harmonized suites 
of services can eliminate wasteful information gathering, reduce redundancies, and allow reallocation 
of staff to decision-making, rather than routine repetitive tasks.  

As citizens see the significant conveniences and efficiencies that technology affords in the private 
sector, they expect these same traits from Government as well. SLG can deliver these benefits: 

 A timely customer and citizen-centric services orientation, 

 Better understanding of the services needed by customers and citizens, based on insight 
provided from actual data usage, and 

 Better services delivered by a model built on innovative processes, technologies, and 
strategies. 

SLG stands on three key interrelated organizational constructs: communities of services, life events, 
and the service integration model. While much of this SLG Practical Guide is focused upon the 
application of these building blocks within an information technology context, they represent a natural 
model of interaction between the public and providers of public services, whether through technology 
or brick-and-mortar service channels.  

Communities of services (COS) refer to 
suites of common, shared services that can be 
integrated across agencies and levels of 
government. A typical COS might be 
healthcare, public safety, or education. 
Increasing numbers of stakeholders across 
federal, regional, state, tribal, and local 
governments are collaborating to design and 
provide services required within their 
communities. Increasingly, national interests 
indicate the need to work with non-
governmental agencies, private sector 
organizations, and foreign governments. A 
COS can be comprised of various groupings of 
these entities.  

Figure 2: Communities of Services 

The process for discovering cross-
agency suites of services is 

facilitated through the application 
of enterprise architecture analysis, 

community collaboration, and 
integrated product and process 

analysis. 

http://www.actgov.org/
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A life event is a common citizen incident that 
requires interaction with multiple COS, such as 
giving birth, registering for school, or opening a 
business. A life event can trigger responses 
within a wide spectrum of government and non-
government entities and once triggered, key 
information obtained during the first citizen 
contact is migrated to all subsequent relevant 
forms and records. 

  

Figure 3: Life Events and Communities of 
Services 

 

A service integration model (SIM) allows 
service providers to virtually, agilely, and 
adaptively respond to changing citizen needs 
based on changing demographics, legislation, 
technologies, or community needs. To adapt to 
these types of dynamic changes, the SIM must 
be capable of seamlessly reorganizing the 
content or makeup of the services being 
delivered. It may require a restructuring of the 
COS associated with a life event, by either 
adding or subtracting services while agilely 
harmonizing the revised life event to ensure 
optimum citizen or customer benefit. 

  

Figure 4: Service Integration Model 

 

Life events lie at the heart of 21st century shared government services. Unique life events establish 
the context for services to be defined and delivered. Given a life event and its context, COS 
participants can organize, collaborate, and respond to them through shared modes of service and 
seamless, standards-based information sharing. The SIM is used to negotiate the ability of COS 
participants to operate in new ways and to reinforce a sustainable shared service model. Only through 
the context and needs associated with the life event is this possible. 

This guide offers the framework and defines lifecycle phases in which organizations participate to 
define and refine life events. Much good work already exists upon which to build life event constructs. 

http://www.actgov.org/
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Some examples of collaboration and sharing that can be supported and enhanced through the 
practical guide include:  

The National information Exchange Model (NIEM)  

NIEM is a federally supported, government-wide initiative that helps communities with common 
mission interests connect and exchange information in order to successfully and efficiently accomplish 
their missions. NIEM is not a system or database; nor does it transmit, store, or otherwise engage in 
operational data sharing. Rather, NIEM provides the tools, training, and community-driven support 
needed to assist users in adopting a standards-based approach to exchanging information. 

Instead of seeking nationwide integration of all local, state, territorial, tribal, and federal information 
systems, NIEM focuses on the development of shared services using cross-boundary information 
exchange across multiple levels of government. In this way, NIEM breaks down agency stovepipes 
and creates the opportunity for agencies to share information quickly and effectively without rebuilding 
systems. As of March 2012, all 50 states and 18 federal agencies are committed to use NIEM in some 
capacity and at differing levels of maturity. 

A community of interest that is representative of federal, state, local, tribal, territory, or private sector 
stakeholders supports each of NIEM’s domains. The NIEM Business Architecture Committee is also 
working to assess appropriate international representation into several of the domains in support of 
the Beyond the Border initiatives between the United States and Canada. Currently, NIEM serves the 
following domains: 

 Biometrics, 

 Children, youth, and family services, 

 Chemical, biological, radiological, and nuclear, 

 Cybersecurity, 

 Emergency management, 

 Health, 

 Human services, 

 Immigration, 

 Infrastructure protection, 

 Intelligence, 

 International trade, 

 Justice, 

 Maritime, and 

 Screening.8 

Nationwide Health Information Network (NwHIN) 

The NwHIN is a set of standards, services, and policies that enable the secure exchange of health 
information over the internet. The NwHIN is not a physical network that runs on servers at the U.S. 
Department of Health & Human Services, nor is it a large network that stores patient records. 

These standards, services, and policies will help move healthcare from a system where patient 
information is stored in paper medical records and carried from one doctor’s office to the next to a 
process where information is stored and shared securely and electronically. Health information will 
follow the patient and be available for clinical decision making as well as for uses beyond direct 
patient care, such as measuring quality of care. 

                                                
8 http://ipv6.dhs.gov/ynews/testimony/20120419-mgmt-niem-hwmc.shtm  

http://www.actgov.org/
http://ipv6.dhs.gov/ynews/testimony/20120419-mgmt-niem-hwmc.shtm
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Through the standards & interoperability (S&I) framework,9 the Office of the National Coordinator 
(ONC) is convening the health IT community to prioritize, develop, and harmonize the standards and 
specifications that enable interoperable health information exchange across the nation.10  

National Response Framework (NRF) 

The NRF is a guide to how the nation responds to all types of disasters and emergencies. It is built on 
scalable, flexible, and adaptable concepts identified in the National Incident Management System to 
align key roles and responsibilities across the country. This framework describes specific authorities 
and best practices for managing incidents that range from the serious but purely local to large-scale 
terrorist attacks or catastrophic natural disasters. The NRF describes the principles, roles and 
responsibilities, and coordinating structures for delivering the core capabilities required to respond to 
an incident and further describes how response efforts integrate with those of the other mission 
areas.11 

The NRF utilizes response mission areas around which integrated capabilities are developed. Some 
examples of the 14 core capabilities include: public information and warning, critical transportation, 
operational communications, and public health and medical services to operate in new ways and to 
reinforce a sustainable shared service model. Only through the context and needs associated with the 
life event is this possible. 

Each of these collaboration and integration systems has a track record of success and embodies SLG 
principles. They work actively to identify and define shared events and integrated processes. 
Extending their proven and robust models with the constructs put forward in this paper can aid in the 
standardization of each model to work within an integrated, government-wide system of shared 
service development and delivery. Building upon what’s working and refocusing efforts around life 
events, communities of services, and the SIM is achievable, timely, and actionable. The SLG Practical 
Guide Volume 2-Strategic Roadmap, describes a sustainable model for collaboration that puts these 
mechanisms to work. 
 
Critical Success Factors 

In launching SLG type initiatives, the four most critical actions required are: 

 Recognizing the need to work together in new ways, 

 Ensuring that IT has an integral role in achieving the organization’s strategic objectives, 

 Conducting a thorough environmental scan of all of the assets at the disposal of the initiating 
organization to ensure their optimal use. The repository of the organization’s enterprise 
architecture artifacts should be one of the most important resources available to assist in that 
effort, and 

 Conducting an environmental scan of all service providers that address common life events 
and present opportunities for collaboration and sharing. Doing so ensures a) that key players 
have not been neglected in initiative development and b) costly, duplicative capability 
development is avoided. 

 
White Spaces and the Call to Action 

There are areas where it is unclear how to orchestrate and manage an enterprise with the width and 
breadth of SLG. Questions that may arise we call “white spaces”.  Addressing these white spaces is a 

                                                
9 http://wiki.siframework.org/  
10 http://www.healthit.gov/policy-researchers-implementers/nationwide-health-information-network-nwhin  
11 http://www.fema.gov/library/viewRecord.do?id=7371  

http://www.actgov.org/
http://wiki.siframework.org/
http://www.healthit.gov/policy-researchers-implementers/nationwide-health-information-network-nwhin
http://www.fema.gov/library/viewRecord.do?id=7371
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key to innovating how agencies collaborate and share. In the appendix, we have compiled a list of 
known white spaces. 

These white spaces are ones in which the SLG practitioner community must continually engage itself 
through research, dialog, development of pilot projects, and identification of best practices. Each and 
every SLG change agent must make the identification and resolution of these white spaces a part of 
their effort to innovate and improve government services.    

Conclusions 

Leveraging what we do well today in new ways is at the center of implementing SLG. Agencies are 
practiced at collaborating around what we call life events, but have not institutionalized the practice to 
develop shared services more broadly. Communities of services exist today across all mission areas; 
however, more can be done to institutionalize the practice more broadly. A variety of standards 
adoption initiatives are underway, like NIEM and NwHIN, but many struggle to commit to common 
standards. SLG highlights that if embraced it is achievable to leverage the good work that is already 
underway in new ways to innovate, operate more efficiently, and advance 21st century solutions to 
address our nation’s needs. 

In response to the President’s management agenda, “A Smarter, More Innovative Government for the 
American People”, SLG:  

 Identifies unplanned duplicative and overlapping services that can be eliminated, 

 Identifies government services that can be reformed, reorganized, or consolidated, 

 Engages all levels of government and the private sector in delivery of services, 

 Makes Government more responsive to a single request for service that address a comprehensive 
list of needs arising from a life event, 

 Reduces the number of interactions citizens and customers must have with service providers in 
seeking services, and 

 Helps transform the service platforms to make them more virtual and user friendly to the public. 

SLG also directly responds to the Volcker Commission and numerous GAO reports citing the savings 
that can be achieved through implementation of shared services. SLG is borne from innovation 
fostered within Government through the creation of multidisciplinary, cross-sector teams, or 
“innovation cells”, charged with developing new ways of using technology to automate and streamline 
the delivery of government services.  

SLG employs 21st century planning best practices and processes to address the nation’s most 
pressing challenges. SLG’s emphasis on achieving shared services through the identification of life 
events allows those deploying solutions to save taxpayer money through the elimination of 
overlapping and redundant services. The life event is the focal point for SLG, focusing on the 
integration of services across multiple tiers of government with common mission objectives. Taken 
together, life events, communities of services and the SIM serve as a new, shared service operating 
model across Government and is actionable, achievable, and sustainable. 
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Appendix 

White Spaces 

Below are white space issues. The list is iterative and will expand as new white spaces are identified 
and contract as solutions are implemented: 

Virtual Government (VG) 

VG is the direct access by citizens and customers to integrated suites of government services 
associated with a life event while limiting governmental interaction to a single set of data entries that 
qualify them for those services. It is about preparing, equipping, and enabling a network of service 
providers to deliver harmonized suites of services to a common set of customers, a process known as 
provisioning. Provisioning defines the process for how services will flow through a network of 
stakeholders, defines the value that each stakeholder will add during their part of the service delivery 
process, and identifies the stakeholders responsible for managing and controlling those services. 
Mutual assistance compacts (MACs), discussed in more depth in SLG Practical Guide Volume 3-
Tactial Implementation, are key to understanding of common business capabilities needed for VG. 
They allow practitioners to cut through organizational, program, and funding barriers to identify what 
actually is being done that delivers real business value. Once these have been identified, it is 
straightforward to define the value chain. That is arguably where the services model fits in; to support 
the value chain. The capability is needed to describe how a practitioner goes about building these 
pieces for a specific set of business processes, activities, composite and atomic services, data sets 
using the service bus, and the related infrastructure needed to support it. What is really needed is a 
proof-of-concept to included and referenced into this practical guide. Something that is real and that 
depicts how that is done step-by-step, what information is used, where that information is available 
generally in agencies, and then what the outcome was for that POC. 

Governance (G) 

G 1: one of the key aspects of applying and utilizing SLG principles is funding – project, program, 
operations, and maintenance must be considered, perhaps challenged, and probably redefined. Key 
areas to evaluate in order to bring together EA and SLG principles include the following: source of 
funds, use of funds, buyer role for acquiring shared services across government agencies, and/or 
seller role for providing shared services across agencies. 

G 2: how to maintain accountability for the SLG enterprise when the governance structure for 
managing process exceeds the nominal span of control of the enterprise. Management of the process 
has to be tailored to a manager’s ability to directly control outcomes. The further removed managers 
are from direct control of the process, the more they need to focus on managing to results and not on 
process. 

G 3: incorporation of performance-based processes into the management of SLG. 

Cloud Services (CS) 

Section intentionally left blank - issues will be added as they are identified. 

Service Oriented Government (SOG) 

Section intentionally left blank - issues will be added as they are identified/ 

Process Redesign and Enablement (PR&E) 

PR&E 1: if SLG is to be successful it will require a major paradigm shift in Government’s attitude 
toward risk taking, since so much of SLG is built around delivery of services in a non-traditional 

http://www.actgov.org/
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manner. New reward systems will need to be devised to reward those willing to commit themselves to 
finding more effective ways to deliver services. (Linked to Human Capital Empowerment.) 

PR&E 2: there needs to be a tight linkage to both the business capabilities necessary in the changed 
environment and also the performance drivers and outcomes that are trying to be achieved through 
this. Proposition: VG would be where we would begin to identify common capabilities and link them to 
common services. 

PR&E 3: identifying common business capabilities and then linking the supporting services to them is 
the right approach. This will engage the business owners and stakeholders rather than just the IT 
providers. 

PR&E 4: BPaaS. Configuration is a key link. Proposition: cloud is just another way to deliver services 
in a common way. Where you really start to get major improvement in outcomes is through the 
consolidation and streamlining of business processes and improved utilization of resources. This has 
to be done in the context of common business capabilities. That’s where cloud brings major cost and 
effectiveness improvements. 

PRE 5: Benefits Realization 

Data and Information Transparency (DIT) 

DIT 1: SIM – need examples of how it has been put into practice and how processes can be 
modularized for ease of replication. 

DIT 2: aligning the metadata. Where is the common data in the same business context that needs to 
be shared? It’s the business context that is important here. That context is really tied to business 
capabilities that use certain data in certain ways. If you can define that and build that into the 
metadata you are able to use that data from anywhere in that context. The services just store, make 
available, and deliver the data to the right business processes at the right time and in the right format.  

DIT 3: defining the ontology for the SIM. This means identifying the common vocabulary necessary 
that associates all of the business terms with each other, whereby each term is formally defined for 
the context of the ontology. In the absence of a SIM ontology, individual communities of service will 
develop XML-based information exchanges comprised of XML schemas.  Composite services will be 
built up from atomic XML schemas with extensible stylesheet language transformations (XSLT) 
necessitated. A Federal Enterprise Architecture Framework v2 ontology that resolves all the semantic 
discrepancies in terminology across the FEAF v2 reference models would provide a legitimate basis 
for a SIM ontology.  

DIT 4: defining the configuration management plan for the SIM and the SIM’s configuration 
management data base (CMDB) or else a federation of multiple CMDBs. These are necessary to 
support impact analysis for engineering change requests and to effectively perform sustainment of the 
SIM over time, from release to release. 

DIT 5: defining the service catalog and service portfolio needed to comprise the SIM. For more 
information on the notions of a service catalog and the service portfolio see the appropriate ITIL 
documentation. 

Human Capital Empowerment (HCE) 

If SLG is to be successful it will require a major paradigm shift in Government’s attitude toward risk-
taking, since so much of SLG is built around delivery of services in a non-traditional manner. New 
reward systems will need to be devised to reward those willing to commit themselves to finding more 
effective ways to deliver services. (Linked to Process Redesign and Enablement. 

http://www.actgov.org/
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Solutions Forum 

The solutions forum is used when a sponsor has been identified that wishes to champion a specific 
white space issue.  

G 1 key words: funding, MAC, transfer pricing, dispute resolution 

Funding is the essential lubricant for any successful organization. Securing and using funding 
responsibly and wisely as described by its business model are key ingredients. A shared service 
model for managing operations, such as SLG, is different from the typical business model normally 
used by the Government. Buyers of services do not have the same degree of control over the 
products they receive, and sellers have to deliver products that do not clearly support their core 
agency mission. The difference between the shared services and traditional business models must be 
recognized and addressed. Managing these differences satisfactorily lies within the purview of 
governance. 

A major challenge in managing shared services operations is that the funding can come from a variety 
of sources each of which can carry differing management oversight responsibilities. Funding can be 
derived from single-year or no-year funding, working capital funds, appropriations, and non-
appropriated sources, all of which must be separately managed and accounted for according to the 
source from which the funds were derived. 

Funding/paying for shared IT services creates a number of planning, management, and operations 
challenges for any initiative at a department or agency that has not supported other shared services 
initiatives. The fundamental challenge is with the concept of “transfer pricing”, or the establishment of 
equitable pricing structures based on analysis of pricing in comparable transactions between two or 
more unrelated parties dealing at arm’s length. The process includes determining not only what to 
charge for shared services, but also how the transfer will be recognized and accounted for “on the 
books”.  

The government mechanisms for transfer pricing are already in place, through MACs. MACs are 
binding agreements to which all parties must contractually agree to that establish sustainable 
performance targets for all parties involved. MACs describe what, how much, when, level of quality, 
up time, etc. of the service commitment made by the seller to the buyer of shared services. Examples 
of MACs and an explanation of their content can be found below in Reading Material/Case Studies in 
the appendix. 

In conjunction with the MAC, both the buying and selling organizations need to agree upon IT 
governance, including change management, data governance, and reporting. A shared services 
environment requires disciplined, consistent, and fair processes to consider and prioritize change 
requests from all stakeholders that depend upon the systems environment being shared. Release 
capacity and frequency of use, prioritizing change requests, allocating testing, etc. are all processes 
that must be defined and accepted by all parties. While both the buying and selling agencies are likely 
to have change management processes in place, they may not align since they may have been 
tailored to a specific agency culture and business model. Any differences must be understood and 
adjustments made to minimize conflict as well as maintain the integrity of the environment. For 
example, if a buying agency wishes to get a change implemented as quickly as possible, but the 
selling agency believes that implementing the change without following the appropriate steps would 
introduce too much risk to the shared environment and declines to accept the request, then there 
must be a binding dispute resolution process in place that documents how to escalate and resolve this 
type of dispute. 

http://www.actgov.org/
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Resources 

Legislation 

 Clinger-Cohen Act of 1996 

 The E-Government Act of 2002 

 Government Paperwork Elimination Act of 1998 (GPEA) 

 Government Performance Results Act of 1993 (GPRA)  

 Federal Acquisition Streamlining Act of 1994, Title V (FASA V) 

Strategy 

 President Obama announces proposal to reform, reorganize and consolidate Government - 
Plan will make government leaner, smarter and more consumer friendly 

o http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-
obamas-second-term-management-initiative 

o http://www.federalnewsradio.com/?nid=513&sid=3382251  
o http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-

obamas-second-term-management-initiative 
o http://fcw.com/articles/2013/07/08/obama-management-agenda.aspx 
o http://www.govloop.com/profiles/blogs/w-h-unveils-new-management-agenda-plus-the-

dorobekinsider-s-7-sto 
o http://www.govloop.com/profiles/blogs/breaking-down-the-president-s-new-management-

agenda  

 Digital Government Strategy | PDF (36 pages, 0.6 mb) 

 Federal Information Technology Shared Services Strategy (17 pages, 0.8 mb)  

 Challenges to Broader Implementation of Shared Services in the U.S. Federal Government 
(October 12, 2012) Strategy and Planning Committee Shared Services Subcommittee; Federal 
CIO Council  

 Federal Cloud Computing Strategy (February 8, 2011) (43 pages, 0.9 mb) 

 The Comprehensive National Cybersecurity Initiative (5 pages .3 mb) 

 National Strategy For Trusted Identities In Cyberspace (52 pages 2.4 mb) 

 25 Point Implementation Plan To Reform Federal Information Technology Management 
(December 9, 2010) (40 pages, 0.6 mb) 

Reading Material/Case Studies 

 Purpose of a Mutual Assistance Compact 
http://www.iowahomelandsecurity.org/documents/misc/IMAC_info_121109.pdf  

 State of Iowa Mutual Assistance Compact 
http://www.iowahomelandsecurity.org/documents/misc/IMAC_legis_language_2009.pdf  

 State of Washington Mutual Assistance Compact 
http://www.emd.wa.gov/logistics/documents/WAMACManualRevised17Oct2102.pdf  

 “Access America: Reengineering Through Information Technology” – National Performance 
Review; February 3, 1997 

 “Government Shared Services: A Strategic Vision”, July 2011; Cabinet Office, Government of 
Britain 

 Shared Services Canada  

 “eGovernment Resource Centre” Australia   

http://www.actgov.org/
http://www.cio.gov/Documents/it_management_reform_act_Feb_1996.html
http://thomas.loc.gov/cgi-bin/bdquery/z?d107:HR02458:%7CTOM:/bss/d107query.html%7C
http://thomas.loc.gov/cgi-bin/bdquery/z?d105:HR04328:%7CTOM:/bss/d105query.html
http://thomas.loc.gov/cgi-bin/bdquery/z?d103:SN00020:%7CTOM:/bss/d103query.html
http://thomas.loc.gov/cgi-bin/bdquery/z?d103:SN01587:%7CTOM:/bss/d103query.html
http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-obamas-second-term-management-initiative
http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-obamas-second-term-management-initiative
http://www.federalnewsradio.com/?nid=513&sid=3382251
http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-obamas-second-term-management-initiative
http://www.hsgac.senate.gov/media/majority-media/chairman-carper-welcomes-president-obamas-second-term-management-initiative
http://fcw.com/articles/2013/07/08/obama-management-agenda.aspx
http://www.govloop.com/profiles/blogs/w-h-unveils-new-management-agenda-plus-the-dorobekinsider-s-7-sto
http://www.govloop.com/profiles/blogs/w-h-unveils-new-management-agenda-plus-the-dorobekinsider-s-7-sto
http://www.govloop.com/profiles/blogs/breaking-down-the-president-s-new-management-agenda
http://www.govloop.com/profiles/blogs/breaking-down-the-president-s-new-management-agenda
http://wh.gov/digitalgov/html5
http://wh.gov/digitalgov/pdf
http://www.whitehouse.gov/sites/default/files/omb/assets/egov_docs/shared_services_strategy.pdf
http://www.whitehouse.gov/sites/default/files/omb/assets/egov_docs/federal-cloud-computing-strategy.pdf
http://www.whitehouse.gov/sites/default/files/omb/assets/egov_docs/25-point-implementation-plan-to-reform-federal-it.pdf
http://www.iowahomelandsecurity.org/documents/misc/IMAC_info_121109.pdf
http://www.iowahomelandsecurity.org/documents/misc/IMAC_legis_language_2009.pdf
http://www.emd.wa.gov/logistics/documents/WAMACManualRevised17Oct2102.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/61166/government-shared-services-july2011.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/61166/government-shared-services-july2011.pdf
http://www.linkedin.com/company/shared-services-canada
http://www.egov.vic.gov.au/
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 “Sharing Front Office Services: The Journey to Citizen-Centric Delivery”, Accenture, Institute for 
Health and Public Service Value, 2009 

  “Shared Services Guidance 2011”, The Scottish Government  

 “A Triumph of Hope Over Experience” AIM Insights: Shared Services in the Public Sector; 
White Paper; August 2012 “Building a Platform for Better Public Services at Lower Cost” 
Shared Services in Government 2; A.T. Kearney Ltd  

 “Legal and Governance Models for Shared Services in Local Government” Interim Report, May 
2012; Australian Centre of Excellence for Local Government Trends in Shared Services: 
Unlocking the Full Potential”, September 26, 2011, Accenture  

 Big data: New insights transform industries; IBM Software White Paper; October 2012 

Glossary of Terms 

COS: communities of services 

DIT: Data and Information Transparency building block 

e-Gov: electronic government 

Frontline public services: services that directly impact either a citizen or a customer; contrasted with 
back-office services such as payroll and travel for staff that provide frontline services. 

Interface: a tool and concept that refers to a point of interaction between components, and is 
applicable at the level of both hardware and software. 

e-Gov: electronic government 

IT: information technology 

Life-cycle: the chain of events that brings a new product into existence and follows its growth into a 
mature product and into eventual critical mass and decline. 

Mutual assistance compact (MAC): a legally binding contract among governmental entities in their 
collaborative offers of assistance around issues focused on shared services such as states of 
emergency, provision of regional public utilities, and environmental management. These compacts 
allow governmental entities to send personnel, equipment, and commodities in support of their 
common issue. They commonly include segments to address: a definition of services, performance 
measurement, problem management, customer duties, warranties, disaster recovery, and termination 
of agreement. 

NGO: non-governmental organization 

OCM: organizational change management 

POC: point of contact 

S&I Framework: Standards and Interoperability Framework 

Security-as-a-service (SaaS): as one of the three service oriented government services, SaaS offers 
security through a hardware-based gateway and XML proxy that can parse, filter, validate schema, 
decrypt, verify signatures, access- control, transform, and sign and encrypt XML message flows. 
Through SaaS, clients can securely invoke any number of services exposed through it. 

SIM: service integration model 

SLA: service level agreement 

http://www.actgov.org/
http://www.accenture.com/SiteCollectionDocuments/PDF/Accenture_IHPSV_Front_Office_Shared_Services_Full_Report.pdf
http://www.accenture.com/SiteCollectionDocuments/PDF/Accenture_IHPSV_Front_Office_Shared_Services_Full_Report.pdf
http://www.scotland.gov.uk/Topics/Government/PublicServiceReform/efficientgovernment/SharedServices/Guidanceframework2010
http://www.aim-nsw-act.com.au/sites/content.aim-prod.sitbacksolutions.com.au/files/Insights/AIM_shared_services_WhitePaper_Aug2012.pdf
http://www.aim-nsw-act.com.au/sites/content.aim-prod.sitbacksolutions.com.au/files/Insights/AIM_shared_services_WhitePaper_Aug2012.pdf
http://newsroom.cisco.com/dlls/2007/eKits/AT_Kearney_Research_Report.pdf
http://newsroom.cisco.com/dlls/2007/eKits/AT_Kearney_Research_Report.pdf
http://www.acelg.org.au/upload/documents/1337646438_Legal_and_Governance_Models_for_Shared_Services_3.pdf
http://www.acelg.org.au/upload/documents/1337646438_Legal_and_Governance_Models_for_Shared_Services_3.pdf
http://www.accenture.com/SiteCollectionDocuments/PDF/Accenture-Trends-in-Shared-Services.pdf
http://www.accenture.com/SiteCollectionDocuments/PDF/Accenture-Trends-in-Shared-Services.pdf
http://public.dhe.ibm.com/common/ssi/ecm/en/niw03028usen/NIW03028USEN.PDF
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Stakeholder community: this represents all of the various managers, both from the business and the 
technical communities, who have a vested interest in either producing or using the products from an 
enterprise endeavor. They also include both internal and external users/customers. 

TCP/IP : transmission control protocol (TCP)/internet protocol (IP), known as the internet protocol 
suite, is the set of communications protocols used for the internet and similar networks, and generally 
the most popular protocol stack for wide area networks. 

UML: unified modeling language 

Use case: provides examples of how a process is currently being put into practice. It consists of a list 
of steps, typically defining interactions between a role (known in UML as an "actor") and a system, to 
achieve a goal. 

Value chain: a value chain is a collection of interconnected activities that produce a result of value to 
the consumer. Each process step in the chain may be performed by a different organization that adds 
value to the final product or outcome. For example, the value chain for a medical treatment would 
include steps for collecting information, tests and evaluation, diagnosis, treatment, and follow-up, as 
well as payment for services. 

XML: extensible markup language is a flexible way to create common information formats and share 
both the format and the data on the World Wide Web, intranets, and elsewhere. 

http://www.actgov.org/

