Workplace Reality: Creating Stability Amid Uncertainty

Federal Leadership That Works

$14.00

SPRING 2014 | Volume 43, Number 1

Leveraging Learning and
Knowledge Management
Re-Engaging
a Battered Workforce
Big Data
and the Government

WWW.THEPUBLICMANAGER.ORG

PUBLISHER
Carrie Blustin
EDITOR
Paula Ketter, ASTD
CONTENT ACQUISITIONS EDITOR
Alicia Dickerson, ASTD
ASSOCIATE EDITOR
Lisa Marsh, ASTD
ART DIRECTION AND DESIGN
Network Media Partners, Inc.
CORPORATE OFFICERS
Ron Sanders, Chairman
James Huske, Treasurer
Anna Doroshaw, Secretary
BOARD OF DIRECTORS
Ron Sanders, Booz Allen Hamilton, Chairman of the Board
Carrie Blustin, American Society for Training & Development
Anna Doroshaw, Federal Aviation Administration
Jennifer Homer, American Society for Training & Development
James Huske, Graduate School USA
Andrew Krzmarzick, GovLoop
Andrew LaVanway, O’Keeffe & Company
Jennifer Mattingley, Senior Executives Association
J. Christopher Mihm, Government Accountability Office
John M. Palguta, Partnership for Public Service
Tyler Robinson, Young Government Leaders
Robert Tobias, American University
Lena Trudeau, General Services Administration
BOARD OF EDITORS
Kim Ainsworth, GSA, Boston Federal Executive Board
Bill Baker, Kennesaw State University
Alan Balutis, Cisco Internet Business Solutions Group
Barbara Kres Beach, Management Concepts
Steve Benowitz, Pacific Western Consulting Partners
David Bray, Federal Communications Commission
Janice Flug, American University
Tom Fox, Partnership for Public Service
Chuck Grimes, formerly Office of Personnel Management
Perry Pidgeon Hooks, Hooks Book Events
LeAnn Jenkins, Federal Executive Board of Oklahoma
Jason Juffras, District of Columbia Government
Allan J. Kam, Highway Traffic Safety Administration
John Kamensky, IBM Center for The Business of Government
Arnold Leder, Texas State University
Judith Light, Consultant
John Malgeri, U.S. Department of Housing & Urban Development
Kathryn Medina, APCO Worldwide
Patrick Mendis, George Mason University
Steve Ressler, GovLoop
Myra Howze Shiplett, Consultant
Marlise Streitmatter, Logistics Management Institute
Ellen Van Velsor, Center for Creative Leadership
Ilyse Veron, Center for Clean Air Policy
Muriel Watkins, MWF, Inc.
Regina Wells, Social Security Administration
T. E. Winchell, Sr., Consultant
Kitty Wooley, Department of Education
Don Zauderer, American University
CONTACT US!
EDITORIAL CORRESPONDENCE
Please send Letters to the Editor, correspondence about article
topics, candidates for Visionaries and Exchange, as well as
books for review to: Paula Ketter, Editor, The Public Manager,
1640 King Street, Box 1443, Alexandria VA 22313-2043.
Email: PKetter@astd.org
Provide your name, organization, and location.
Website: www.thepublicmanager.org
Govloop: www.govloop.com/group/govlearning
LinkedIn: ASTD Government
Twitter: @ASTDGov
Unsolicited submissions sent to the Editor are considered available for publication and may be edited for length and clarity.

PLEASE SEND COMMENTS TO:
Email: publisher@thepublicmanager.org.
Provide your name, organization, and location.
Mail: TPM, 1640 King Street, Box 1443,
Alexandria, VA 22313-2043
Fax: 703.683.8120
Website: www.thepublicmanager.org
AUTHOR GUIDELINES AND SUBMISSIONS
Go to www.thepublicmanager.org.
SUBSCRIPTIONS
The Public Manager institution and agency rates: $99 (one
year), $179 (two years). Individual rates: $69 (one year), $129
(two years). Postage is included in rates for domestic subscriptions. Add $36 per year for all international subscriptions.
Single issue rate: $12 domestic, $22 international. Rate for
electronic subscription: $39. Special rates for bulk and organizational memberships are available upon request.
SUBSCRIPTION CUSTOMER SERVICE
1.800.633.4931
thepublicmanager@subscriptionoffice.com
Fax: 205.995.1588
The Public Manager Subscription Office
P.O. Box 11806, Birmingham, AL 35202-1806
Subscribe electronically at www.thepublicmanager.org
BUSINESS CORRESPONDENCE AND NON-SUBSCRIPTION
RELATED CUSTOMER SERVICE
The Public Manager, 1640 King Street Box 1443, Alexandria,
VA 22313-1443.
www.thepublicmanager.org
Fax: 703.683.8120
Phone: 703.683.8100

WWW.THEPUBLICMANAGER.ORG

The Public Manager is proud to be aﬃliated with
organizations that share mutual interests and jointly
strive to advocate and disseminate the best practices
that lead to transcendent governments, here and abroad,
which benefit and sustain the citizens of the world.
American Academy of Certified Public Managers (AACPM)
American Society for Public Administration (ASPA)
American Society for Training & Development (ASTD)
Coalition for Eﬀective Change (CEC)
FAA Managers Association (FAAMA)
Federal Executive Institute (FEI)
Federal Executive Institute Alumni Association (FEIAA)
GovLoop (GL)
Graduate School USA (GS)
Institute for the Study of Public Policy Implementation (ISPPI)
National Association of Schools of Public Aﬀairs
and Administration (NASPAA)
Partnership for Public Service (PPS)

FOR CUSTOMIZED PRINT AND ELECTRONIC REPRINTS
703.683.8197, reprints@thepublicmanager.org

Professional Managers Association (PMA)

FOR PERMISSION TO PHOTOCOPY
Copyright Clearance Center, 1.978.750.8400,
www.copyright.com.

Public Employees Roundtable (PER)

REQUEST BACK ISSUES
1.800.633.4931, thepublicmanager@subscriptionoffice.com
Fax: 205.995.1588

Young Government Leaders (YGL)

Senior Executives Association (SEA)

ADVERTISING SALES
Ben Ledyard, Senior Vice President, Sales
Network Media Partners, Inc.
bledyard@networkmediapartners.com
Phone: 410.584.1973; Fax: 410.584.8491
CHANGE OF ADDRESS
Subscribers must give six weeks’ advance notice of change
of address. Please send email to thepublicmanager@
subscriptionoffice.com and include account number along
with new address.
CLAIMS FOR UNDELIVERED COPIES
Must be made no later than three months following month of
publication. TBI will supply missing copies when losses have
been sustained in transit and where reserve stock will permit.
PUBLICATION DETAILS
The Public Manager is published quarterly in the spring
(March), summer (June), fall (September), and winter
(December). No portion of the contents may be reproduced in
any form without the written permission of the publisher.
ISSN 1061-7639. EIN 52-0976456.
The Public Manager is indexed and abstracted in ABI/
Inform, Research Library, Business Source Elite, InfoTrac OneFile, Expanded Academic ASAP, IBZ, IBR, PAIS International,
and Worldwide Political Science Abstracts.
The Public Manager is published quarterly by The Bureaucrat,
Inc. (a nonprofit corporation), which is a controlled affiliate of
ASTD, 1640 King Street, Box 1443, Alexandria, VA
22313-1443. 703.683.8100.
The Bureaucrat, Inc. is a member organization of the Coalition
for Effective Change.
Articles published in The Public Manager are the work of individual authors. Viewpoints expressed do not necessarily represent those of The Bureaucrat, Inc., its officers, or directors;
ASTD, its officers, or trustees; the members of the editorial
board of The Public Manager; or the agencies and institutions
with which the individuals are affiliated.
Copyright © 2013 by The Bureaucrat, Inc.
All rights reserved.
Cover illustration: Lon Levy, ASTD

2

Our Aﬃliates

Return Undeliverable Copies to:
The Public Manager
1640 King Street, Box 1443
Alexandria, VA 22313-1443
Printed in the USA.

SPRING 2014 | VOLUME 43, NUMBER 1

IN EVERY ISSUE
People

CONTENTS

6 What Drives Employee
Engagement? It’s All About
the ‘I’
by Norma Dávila and
Wanda Piña-Ramírez

Budgets
10 Government Auditors: Your
Partners in Public Trust
by Richard Chambers

Technology
13 Using Real-Time Data
to Create Smarter, More
Responsive Aid

25 Forum | Workplace Reality:

by Stephanie Grosser

Creating Stability Amid Uncertainty

Learning

by Paula Ketter

16 Leveraging the Synergy of
Learning and Knowledge
Management

Decreasing Engagement Highlights Less Desirable Government Jobs
27

After the Shutdown

37

by Thad Juszczak

29

The Federal Shutdown’s
Impact on States

40

by Scott D. Pattison

31

Embracing the Call to Service
by Bernetta Reese

34

Rebuilding and Re-Engaging
a Battered Public Sector
Workforce

The Missing Voice in the
Government Shutdown
by Emily Jarvis

Performance

Management Beyond ‘Doing
More With Less’

20 Public Sector Innovation in
the Australian Public Service

Invest in the Workforce and
Prioritize Programs to Meet
Challenges

DEPARTMENTS

by Greg Stanford

42

by Jenny Mattingley

by John M. Palguta

by Lynn Cowart

Performance Improvement
48 Assuring Quality in the
Clean Energy Economy: Why
Credentials Are Important
by Jane Weissman

Data Management
52 Big Data and
the Government Agency

by Alex Roberts

Editorial Perspective
4 Are You Ready for
the New Workplace Reality?
by Paula Ketter

Book Review

FEATURE ARTICLES
Employee Engagement
44 Why Employee Morale
Matters—Especially Now

by Susan Camarena

Instructional Design
57 Do-It-Yourself Design

Robert Jordan and Alison A. Carr-Chellman

Procurement
61 Building a Professional
Acquisition Corps in the
Department of Veterans Affairs
by Glenn Haggstrom

65 Clinical Psychology for Line
Leaders: Help With Your
Biggest Challenges
by Chuck Hollingsworth

Exchange
68 HUD Reaches Out
With Learning Sessions
by Lisa Marsh

Visionaries
72 Public Engagement
Is Fun and Games

by Stacey Shindelar

THE PUBLIC MANAGER

|

SPRING 2014

3

DATA MANAGEMENT

Big Data and
the Government Agency
by Stacey Shindelar

A look at how three
federal agencies manage
Big Data in the wake of
a White House document
outlining a four-layer
digital structure through
which data can be
amassed, organized, and
presented.
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Today’s societies run on information. Data are the fuel that powers government agencies as well as private sector organizations. The proliferation of data
over the past few decades has dramatically increased in volume, earning the
designation Big Data.
Big Data is more than just a collection of random facts and figures, however. Structuring and organizing the data can benefit individuals and organizations in ways that were inconceivable in the past. Government agencies can
use the latest technology to harness the power of Big Data to enhance their
performance, better serve the citizens of the United States, and stay within
their budgets.
Big Data can help them access and consolidate more information at a
lower cost. This can expose and eliminate redundancies and ineﬃciencies and
can identify and serve core populations. Big Data has the potential to make
government better. (See the winter 2013 issue of The Public Manager for
Forum: Connecting Data to Manage Performance.)
Government agencies using Big Data to increase their service capabilities
include the Department of Housing and Urban Development (HUD), the
Federal Emergency Management Agency (FEMA), and the National Oceanic

and Atmospheric Administration (NOAA). Their examples can spark ideas for other agencies to use Big Data to
serve needs common to all areas of government, as well as
to the unique requirements of each department.

Four Areas of Big Data Structures
Government agencies serve their employees, other
organizations, and the general public. All audiences
must be able to access and use data pertinent to their
concerns. Agencies also must provide this information
across a variety of platforms, including various types
of computer operating systems, Internet service providers, online applications (including social media), notebooks and e-readers, and smartphones. Digital data
are a driving concern when considering the ways consumers access the information made available by government agencies.
In 2012, the White House published a document
outlining a four-layer “conceptual model” for a digital
structure through which data can be amassed, organized, and presented to consumers. The model (see Figure 1) contains an “informational layer,” in which digital
data are collected; a “platform layer” that addresses “all
the systems and processes” needed to manage the data; a
“presentation layer” that organizes the data and decides
the methods through which they will be presented to
users; and, finally, the “security and privacy” considerations that must be put in place so that users are protected when they access and interact with the data. The
model designates these layers as “information-centric
[and] customer-centric,” with approaches that utilize
“shared platforms” and provide users with the assurance
of “security and privacy.”
These elements are further explained below, along
with examples of how HUD, FEMA, and NOAA are
using the digital strategy model to organize and present
Big Data to consumers.

Information-Centric Movement
In the past, government agencies usually oﬀered information to their audiences in single documents or in a series of
documents. Today, digital technology allows interrelated
data to be collected and easily accessed through various
devices. Furthermore, data presentation is not limited to
single-purpose documents.
The White House report of 2012 states that today’s
“discrete pieces of open data and content . . . can be tagged,
shared, secured, mashed up, and presented in the way

that is most useful for the consumer.” Collecting, validating, organizing, and structuring data are primary in this
approach, in contrast to a focus on the final method of presenting the information. Agencies are using the standards
of this approach to serve customers, whatever their needs
may be.

Department of Housing and Urban Development
According to HUD’s 2013 Digital Strategy report, the
agency’s information-centric approach “decouples information from its presentation” using “web application
programming interfaces,” or APIs. This approach allows
for greater flexibility so that data can be updated and
changed as needed without being tied to a particular form
of presentation.
Removing the need to reproduce presentations
in diﬀerent formats reduces duplication of eﬀort and
thus reduces cost. HUD adopted the integration
approach as part of its Big Data strategy, which concentrates on financial management, cost savings, and
the achievement of optimum eﬃciency. This approach
allowed HUD to create a strong architecture, which is
readily available to other agencies.
HUD’s strategy is based on using information
technology (IT) to make major corporate decisions. Furthermore, it connects HUD to other agencies, bringing
help in formulating new policies, guidelines, and strategies, and in sharing information and resolving problems.
Business intelligence and Big Data strategy aims at delivering capabilities, managing resources and service planning, and focusing on performance management and
customer management.

Federal Emergency Management Agency
The need for information is critical following a natural disaster, which was amply illustrated by Hurricane
Sandy. Data pour in from numerous sources, in many
formats. The ability to organize and disseminate this
information within FEMA, and to other relief organizations, the government, and the public in the most eﬃcient
manner possible is critical.
In addition, FEMA has a specific need for geospatial
representation, so that users can access visual as well as
textual information. FEMA and other federal organizations integrate Big Data and IT to manage disasters and
make decisions that save lives.
FEMA’s approach uses modern sensors together
with social media to provide services to citizens. FEMA
THE PUBLIC MANAGER
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Figure 1. Four-Layer Model
of Digital Structure
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also uses geographic information systems (GIS) mapping.
The agency collaborates with diﬀerent national organizations, such as U.S. Geological Survey, and shares data
with these organizations to predict and manage disasters.
In the case of Hurricane Sandy, FEMA acquired
more than 150,000 photos, which were created by GIS
mapping by the Civil Air Patrol. These images improved
organizational eﬃciency and disaster management planning by identifying target areas, detecting structural
damages, and providing assistance to survivors.

National Oceanic and Atmospheric Administration
NOAA deals with “untold petabytes of data” as part of its
mission to track and research the climate, oceanography,
and weather, according to J. Nicholas Hoover in his 2013
article “NOAA CIO Tackles Big Data.” For example, the
2011 earthquake oﬀ the coast of Japan involved “using
54
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Removing the need to reproduce
presentations in different formats
reduces duplication of effort and thus
reduces cost.

real-time data from ocean sensors” as well as a multitude
of existing data to “[generate] computer models of the
tsunami to follow.”
NOAA receives constant streams of data that
must be pulled together and presented to federal, state,
and local governments, as well as to the private sector.
Everything from local weather forecasts to long-range
environmental planning depends on this data.
Sensors have been installed at diﬀerent locations
including buildings and bridges. Surface-buoy and the
sea-floor pressure sensors at the bottom of the ocean
allow NOAA to collect data and have the ability to
report sea-level variations in real time to monitor and
predict weather changes. These buoy and sensor technologies provide data to the agency, which uses them to
create models predicting weather conditions. Hoover
estimates that NOAA collects some 80 terabytes of
data on a daily basis.
NOAA’s Big Data strategy is based on making
investments in supercomputers, which are used for climate and weather predictions. To ensure that the data is
available to the public, NOAA uses various web portals.

Customer-Centric Approach
Expanded technological capabilities allow for a customercentric approach to providing information. The capability
is a follow-through of the information-centric approach.
But what is a customer-centric approach? A customercentric approach is based on the needs and requirements
of the customer or user. Big Data will not be eﬀective
unless it is pertinent to customers’ needs and reaches
them in a manner they can use.
IT has completely revolutionized our society by creating awareness. It is essential that information provided
to the user is current and accurate, and it must be consistent across agencies. The customer-centric approach
begins with determining customers’ needs, then designing delivery methods available through widely used technologies. The information must be both understandable

and meaningful, and oﬀer a way for users to provide feedback to the agency. These standards hold for both internal agency users and the general public.

Shared Platform

A shared platform is considered to be an interface that
can be accessed by everyone from any location. Shared
platforms are designed to share data at an economical
Department of Housing and Urban Development
and quick rate. To reach all consumers, regardless of the
HUD recognizes that users of its data originate in their
type of technology they use, data must be “device agnosown agency; the public sphere; and state, local, and tribal
tic,” according to the 2012 White House report on digigovernments. Its goal is to make “quality information . . .
tal government.
accessible, current, and accurate at any time.” HUD
To be capable of providing access across various
focuses on inter- and intra-organization coordination
digital platforms, “new tools, applications, systems,
websites, and domains”
must be—and have been—
NOAA’s Big Data strategy is based on making investments
developed. Public crowdsourcing is one method by
in supercomputers, which are used for climate and
which agencies can receive
weather predictions.
feedback from users as to
whether they are able to
access data, and whether
the data meets their needs.
In addition, sharing platand researching the customer’s needs. As part of its Big
forms reduces costs by reducing duplication of eﬀorts
Data strategy and to ensure that it is based on their users,
within and across agencies.
HUD has developed a new online interface, which will
Department of Housing and Urban Development
allow its users to give feedback on the agency’s perforHUD takes seriously the White House mandate to
mances and services. This tool has been designed to get
innovate with less and uses its increased eﬃciency to
public opinion, provide a user-friendly experience, and
leverage existing services and contracts. HUD gives a
develop strong relations with customers.
prominent place to share technology and data via the
Federal Emergency Management Agency
HUD user eBookstore (download information) and
The customer-centric approach is critical to FEMA’s
HUD User Forum (share information and ideas or
mission to provide relief to the survivors of disasters, and to
comment on new developments and research). These
keep the public and agencies informed. Administrators at
shared platforms allow users to download information
all levels of government also must have timely and accurate
while protecting the security and privacy of the user
information to plan for response, recovery, and rebuilding.
and the system.
An enormous amount of Big Data is pulled together
Federal Emergency Management Agency
to meet these needs, making the cloud the best solution
FEMA uses the public Amazon Elastic Compute Cloud
for storing, organizing, and presenting this information.
(EC2) for data creation, discovery, and storage. The agenNational Oceanic and Atmospheric Administration
cy’s user interface is the Arc GIS Online for OrganizaAs the Japanese tsunami event illustrates, weather and the
tions (AGOL), which provides information to the public
environment are global concerns, and NOAA both gathacross a spectrum of devices. Users are able to access both
ers and disseminates information on that basis. While
textual information and maps in this manner, allowing
its primary mission is to research phenomena that aﬀect
them to identify ways in which they may seek relief after
the United States, the interdependence of climate in
a disaster and view maps and satellite images of aﬀected
all parts of the world make the Big Data provided by
areas. This technology allows the agency to merge their
NOAA an international concern. Researchers from
“legacy systems” with newer, more versatile methods of
around the world can benefit from NOAA’s data, as can
managing the Big Data that is crucial to their operathe general public.
tion, according to Rutrell Yasin in his February 13, 2013,
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GCN article, “FEMA Seeks to Make Emergency Data
Available in Real Time.”

National Oceanic and Atmospheric Administration

To ensure that its IT systems are reviewed and monitored constantly, HUD follows guidance set by the Federal Information Security Management Act.

The web is a prime source of information for the type of
data NOAA provides, although the use of smartphone
applications is increasingly important. Consequently, the
agency has invested in new supercomputers to store and
process data to make available to users. Data is constantly
collected from locations around the globe.

Federal Emergency Management Agency

Security and Privacy

National Oceanic and Atmospheric Administration

Security and privacy have been issues since the Internet
became widely recognized as a utility. The challenges are
critical and constant. Security is vital, but transparency
and privacy are equally important. The rights of users
must be respected, particularly where personal data is
concerned. The use of Big Data must be balanced with
the protection of governmental and individual data.
When new technologies become available, security
and privacy issues must be addressed immediately and
thoroughly. Just as in the private sector, some agency
information is proprietary, but if the great majority of
data is to be useful to consumers, it must be readily accessible, while still being protected from security breaches
and malicious misuse. Standards across agencies must be
uniform and consistent to assure the best service to users.

NOAA practices real-time monitoring from a new
cybersecurity center. Like other agencies, its goal is to
protect data from malicious use, although the type of
information it disperses raises fewer concerns about
the privacy of users. To further strengthen its security,
NOAA has been successful in recruiting more than 115
government employees to monitor IT systems, IT operations, and cybersecurity of these systems.

Department of Housing and Urban Development

Stacey Shindelar serves as a senior program advisor at the Oﬃce of

HUD is dedicated to making data transparent and easy
for consumers to access while maintaining the security
and privacy rights of users. To do this, the department
employs “continuous monitoring,” as well as “new solutions in areas such as . . . identity, authentication, . . . and
cryptography.” Privacy and security are the main issue
in terms of sharing Big Data and for this purpose,
HUD concentrates on employing new IT tools to
maintain security.

Housing, Federal Housing Administration at HUD. She is an adjunct

FEMA uses the security measures best adapted to its
cloud-oriented data storage system. The agency works to
balance Privacy Act restrictions and sensitive government
information with parts of its system that operates outside
government firewalls.

Provide the Best Information Possible

There are similarities in the ways agencies structure their
Big Data collection and dissemination. Each agency
strives to meet the criteria put forth by the White House
report in varying ways, while tailoring the data structure
to meet the needs of their particular missions.
Managers must be
aware that Big Data holds
The customer-centric approach begins with determining
major benefits for their customers. They must have
customers’ needs, then designing delivery methods available
the knowledge to use and
through widely used technologies.
manage it, with the goal of
providing agency decision
makers with the best information possible.
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professor focusing on public policy and administration and is pursuing her
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