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INTRODUCTION
The Penn State Team is very pleased to submit this proposal for conducting an organizational
assessment and diagnosis for GTSI, developing an intervention plan, and then evaluating the
change effort. As outlined in this proposal, the Penn State Team possesses the required interest,
competencies, and experience to support GTSI in this capacity. Relevant past performance is
provided in Appendix 1 of this document.
Founded in 2009, the Penn State Team provides professional services consulting and support to
government, educational, and nonprofit organizations in the areas of training and professional
development, change management, strategy and planning, marketing and business development,
and strategic communications. The Penn State Team is an SBA-certified HUBZone, Womenowned Small Business. The Penn State Team is also certified as a Small Disadvantaged
Business, Minority Business Enterprise, and pre-qualified for Small Business Reserve by the
Maryland Department of Transportation and the State of Delaware.

UNDERSTANDING OF THE REQUIREMENT
Over the past few years, GTSI has undergone a major transformation and a great deal of
uncertainty due to external and internal pressures. No part of GTSI has been untouched by this;
indeed, we are aware that more than half of the staff left the company and many of those that
were left were demoralized. We also understand that because of the financial loss, some of the
external partners are doubting GTSI’s ability to turn the ship around. Understanding the
organization at an intimate level is essential now; GTSI leaders must know what levers to pull to
improve the organization’s ability to deliver on customer expectations. This document proposes
a comprehensive assessment and diagnosis of GTSI. Specifically, we will uncover strengths and
opportunities that GTSI can leverage for future success.
As GTSI begins this turnaround process, no doubt there are many competing priorities. Which
ones are most pressing? What has gone unnoticed? The overarching goal of this diagnosis and
assessment is to collect and analysis data that will inform GTSI’s strategy and planning and help
prioritize issues to be addressed through interventions and process improvements.
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PHASE 1: DIAGNOSIS AND ASSESSMENT PROPOSAL
SECTION 1: OBJECTIVES OF PROPOSED ASSESSMENT
The objectives for this assessment and diagnosis are to build a foundation for a strategic planning
event that leaders and employees will participate in, ultimately developing the roadmap for
GTSI’s recovery and future growth. These four objectives are aligned with the SOAR (strengths,
opportunities, aspirations, and results) assessment and planning framework (Stravos & Malone,
2016). This will be explained in more detail in future sections.
1. Identify strengths and capabilities in GTSI that will be leveraged for recovery and growth
2. Uncover gaps and opportunities for growth and development
3. Reveal employee, leader, and customer expectations and aspirations for the organization
4. Determine desired results and how success will be measured

SECTION 2: PROPOSED APPROACH
Because the organization has endured recent traumatic events, we recommend using an
Appreciative Inquiry approach to the assessment and diagnosis. This approach focuses on the
strengths in the organization as opposed to gaps and asks employees to participate in a visioning
process.
This assessment will be built on the “Double A” model of organizational analysis, illustrated in
Figure 1. The name is inspired by the graphic that depicts the process and its resemblance to a
battery. This is an apt metaphor; the power in this model is that it evaluates all phases of the
customer journey – from requirements to output – and thoroughly explores the internal processes
by which GTSI creates its products and services.

Figure 1: Double A model of organization assessment

Moving left to right on the graphic, we will begin the assessment by exploring inputs – market
demand for GTSI’s products, customer requirements, market conditions, and stakeholder
influence. In the Double A model, the leadership of an organization then interprets the customer
The Penn State Team Proposal to GTSI • July 17, 2021
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requirements, market conditions, and stakeholder influence into an organizational strategy. This
organizational strategy directs how the organization will combine its resources (people, process,
and structure) and leverage its influences (political, cultural, and technical) to create outputs. The
last step in the assessment is evaluating outputs – products and services to be sure, but also wellbeing of the employees at GTSI.
Now that we’ve covered what we will examine, let’s talk about how we will conduct this
assessment. We will use several methods of data collection to amass both qualitative and
quantitative data:
1. Documents and research: As a first step, we will assemble a library of relevant
documents that explain GTSI’s organizational structure, market position, customer
profile, employee competencies, and financial health. These documents may include
annual reports, organization charts, market research and planning documents,
customer relationship management data, employee list and resumes, and budget
documents from the past five years. Additionally, we will conduct an environmental
scan of market conditions and competitor activity. The data from these documents
will form the foundational content for data collection via interviews and surveys.
2. Interviews: Interviews of all senior leaders and a representative sample of managers
will be conducted in the first phase of the assessment. Interviewees will be asked a
series of questions to explore their perceptions of company strengths and
opportunities. Additionally, we will “score” various aspects of the company as a
baseline measure to compare to at a later time. Interviews of customers will also be
conducted, using a set of questions that parallel those asked of senior leaders. Here
too baseline measures will be established.
3. Surveys: We will survey the employees about issues of trust, competencies, vision,
and overall wellbeing. These surveys will be anonymous.
4. Observations: Our team will sit in on executive leadership meetings, town halls, and
team meetings of employees to observe interactions and company norms.
5. Focus Groups: Focus groups of employees will be conducted to explore more deeply
those issues that arise in the surveys and to get input for vision and strategy.
6. We will administer the DISC assessment, the Values Index, and the Attribute Index to
senior leaders, managers, and employees so that GTSI personnel gain insight into
themselves and their teammates, and to lay the foundation for future individualized
assessment and training. This data will be used at the assessment stage to match key
personnel against career benchmarks.
Data analysis will be performed using several tools and instruments. We will use NVivo to code
and analyze interviews and focus group transcripts, looking for themes that arise in these
conversations. Survey data will be assembled and analyzed using Excel. We will involve GTSI
leaders in the analysis process where feasible.
Feedback will be an important component of our assessment. We will provide information
throughout the course of the assessment through email, staff meetings, and planned activities.
Feedback is an important component of this assessment in this environment because of potential
lack of trust in leadership to use their feedback to improve the organization. Therefore, we
recommend regular communication with each stakeholder group, particularly employees.
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General themes from surveys and focus groups will be shared with employees. Customers are
also an important stakeholder group so after the interviews take place, a message will be drafted
to communicate diagnoses and next steps.

SECTION 3: ROLES AND RESPONSIBILITIES
Name/Group
OD Assessment Consultant

Sponsor (Bridget Atkinson)
Senior executive team (Jim Leto and his
senior leaders)
Managers (mid-level and front-line
managers)
Employees
Customers

Roles & Responsibility
Manage process of assessment, maintain high standards of
confidentiality and accuracy, communicate frequently about the
process, provide analysis and feedback to the organization as
discussed.
Assist assessor in identifying and procuring documents for research
phase. Provide contact information for stakeholders.
Provide input into assessment/diagnosis process, assume
ownership of assessment, participate in discussions, and provide
feedback, receive feedback. Participate in interviews.
Understand and support assessment. Help communicate purposes
of assessment to employees and assuage fears. Facilitate access to
employees. Participate in focus groups.
Participate in surveys and focus groups. Provide feedback.
Participate in interviews.

Table 1: Assessment Roles and Responsibilities

SECTION 4: POTENTIAL FUTURE INTERVENTIONS
Once the assessment has been completed, interventions will be discussed and selected in
collaboration with the leadership team and other parties as appropriate. These interventions may
include:
•
•
•
•
•
•

Facilitate a strategic planning process that involves the whole organization in some
capacity participating in the visioning process.
Create a competency map against GTSI’s future organization. What skills and
competencies will be required to rebuild GTSI into a leading supplier?
Conduct a training needs assessment to evaluate individual competencies against the
competency map, including customer service, and other non-technical skills.
Create a training plan that delivers appropriate training to individual employees.
Assess business processes, policies, and procedures to make sure that there are no
roadblocks for employees to exhibit behaviors desired by senior leaders. Look at
systemic issues and leverage existing annual assessment tools
Implement a company-wide strategic communications plan to create more transparency
in operations.

SECTION 5: PROJECT MANAGEMENT, TRACKING, AND REPORTING
To keep the assessment on track and on time, we will use an implementation plan that integrates
the RACI framework. The RACI framework identifies the parties who will do the work
(Responsible), oversee the work (Accountable), provide information and guidance (Consult), and
those we need to keep in the loop (Inform). An example of this implementation plan is found in
Figure 2 below.
The Penn State Team Proposal to GTSI • July 17, 2021
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Weekly reports detailing project progress and associated costs will be submitted to Ms. Atkinson
and to others upon request.

Figure 2: Implementation plan with RACI framework

SECTION 6: COST ESTIMATE
These costs are for estimating purposes only. Once a statement of work has been agreed upon,
we will finalize this cost estimate to match GTSI’s requirements.
Task 1 Estimate: Data Collection and Facilitation
Cost Description
Level of effort
Senior Consultant
40 hours
Facilitator
24 hours
Junior Consultant
16 hours

Rate
$120
$95
$50

Total anticipated cost
Task 2 Estimate: Data Analysis and Feedback
Cost Description
Range of level of effort
Senior Consultant
24-40 hours
Junior Consultant
12-16 hours
Total anticipated cost

Estimated Cost
$4,800
$2,280
$800
$7,880

Rate
$120
$50

Estimated Cost
$2,880 - $4,800
$600 - $800
$3,480 - $5,600

Table 2: Cost Estimate for Phase 1, Tasks 1 & 2
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PHASE 2: PROPOSED GTSI PLAN, SOLUTIONS, & COMMUNICATIONS
SECTION 1: OBJECTIVES OF PROPOSED INTERVENTIONS
1. To create positive changes in workplace culture at GTSI that reduce attrition to under
15% per year and raise employee well-being, as evidenced by annual workplace culture
surveys.
2. To ensure that workforce skills and competencies align with GTSI’s strategic direction
and reinforce a renewed focus on customer service to support the company’s role as a
service provider in order to grow by 10% each year.
3. To rebuild GTSI’s relationship with internal and external stakeholders through a
comprehensive strategic communications program so that the satisfaction index
administered semi-annually to employees and customers exceeds 90%.

SECTION 2: PROPOSED APPROACH
Once the assessment is completed and results have been communicated among leaders and
employees, the Penn State Team will facilitate GTSI building a roadmap for growth based on
strengths identified during the assessment. The Team will also implement several organizationwide interventions to improve workplace culture and capabilities. These interventions are
detailed in Section 2. Each of these interventions plays a role in accomplishing one of the three
objectives identified in Section 1.
Models
Kurt Lewin’s three-step change model – unfreezing,
moving, refreezing – provides the overall construct for
how we will think about and approach GTSI’s change
initiative at the organizational level. Within that, we will
apply Prosci’s ADKAR framework to address the
process of change that needs to occur at the individual
level. Together, these models provide structure to the
initiative over the long term.
Figure 3: ADKAR model for change

Intervention 1: Build a Roadmap for Growth
The Penn State Team will facilitate a strategic planning process that engages the whole
organization in developing the vision for GTSI’s future growth. There are three steps to creating
this roadmap.
The Team will work with GTSI leadership to map out an efficient strategic planning process.
The pre-session planning phase will require two meetings, each approximately 60 minutes in
length. The goal is to develop a single vision for the strategic planning process and their
expectations of the final deliverable. We will also identify participants, paying close attention to
including participants from all levels and functional areas of the organization. Finally, as part of
this pre-planning, we will create objectives for each planning session and map out the cadence
and content for meeting agendas.
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The Penn State Team will use tools and exercises to focus the group’s discussion during the
sessions. A tool that we anticipate will be useful in analyzing the assessment data is the Force
Field Analysis, developed by organization development guru Kurt Lewin. This tool helps
identify forcing and restraining factors for making a change and is helpful to uncovering
objectives and initiatives. We will also integrate Appreciative Inquiry approaches into our
strategic planning discussion, analyzing our strengths, opportunities, aspirations, and results. We
anticipate recording each session and creating a transcription for future reference. The
transcription will be summarized for meeting minutes and distributed to leadership staff and
planning partners within two business days for comment.
The final deliverable document, the outline for which will be created in Phase 1, will be
populated with input from the leadership staff and planning team as we progress through the
strategy sessions. Typically, this is an iterative process, with planning team input, contractor
research and revision, and review cycles refining the document until the deliverable is exactly
what was envisioned. We expect that the Penn State Team will oversee and facilitate this
process, with responsibility for maintaining accurate master documents and version control.
A Communication Plan will accompany delivery of the final roadmap. This plan will include
suggested tools and tactics for strategic plan rollout across the entire company.
Intervention 2: Conduct Competency Mapping and Training Needs Assessment
Information technology is a rapidly changing field where new developments demand new skills
and capabilities. Agile businesses continuously upskill their employees and recruit new talent. As
part of the roadmap development, attention will be paid to
anticipating industry growth and change and the attendant
new competencies required for GTSI to thrive and grow. The
Penn State Team will work with GTSI’s Human Resources
division to create a competency map against GTSI’s future
growth. This process will identify the skills and competencies
required to rebuild GTSI into an industry-leading supplier and
map existing workforce skills against these future
requirements. As part of this endeavor, the Team will identify
competency gaps and determine if existing employees can be
transitioned or upskilled into these roles. We will also identify
positions that are best filled through recruiting and hiring.
Figure 4: Example competency chart
As a last step in this effort, the Penn State Team will conduct a
training needs assessment to evaluate areas where training will
help create needed technical competencies. Additionally, we will develop coursework to rebuild
customer service and other non-technical skills.

Intervention 3: Facilitate Workshops and Coursework
The Penn State Team will develop a series of courses that strengthen skills essential for GTSI’s
continued growth, the precise topics for which will be identified via the training needs
assessment. In addition to technical courses, the assessment and diagnosis determined a need for
The Penn State Team Proposal to GTSI • July 17, 2021

Page 9 of 20

MICHEL_TRDEV 565 Summer 2021 Case Study Simulation

customer service, messaging, and sales skills. These skills are necessary in order to help GTSI’s
leaders achieve their goals of shifting the business model to service solutions. The Penn State
Team proposes that we create an organization-wide training curriculum to address these
competency areas using the four-module training program described below. A sample lesson
plan is included in Appendix 2.
Training Module 1: Understanding Strengths and Skills. The Penn State Team uses a
strengths-based approach to training. This first module sets the tone for the entire series of
coursework by helping participants understand their areas of strength. Prior to this module, the
Team will distribute an online assessment for each participant to complete, using the DISC®,
Values Index®, and Attribute Index® to assess behaviors, motivations, and
communication/decision-making styles. Once completed, each participant will receive a
complete report that provides insight into their strengths and skill areas. Insights uncovered
during this first training module will be used in subsequent training modules and enable
customization to address individual skill development.
Understanding
strengths and skills

Customer and market
requirements

Customer
service
Messaging and
marketing

Sales - Putting it all
together

Figure 5: Four-part customer service training

Training Module 2: Customer and Market
Requirements. The first step to successful
sales (and in this case recruiting) is to know
your customers. What are their motivations,
preferences, and needs? What is the
predictable “Customer Decision Journey?”
Thus, the first training module will focus on
developing an understanding of the GTSI
target customers, and exercises will walk
participants through the process of conducting
a customer and market assessment.

Training Module 3: Messaging and Marketing. A successful professional speaks in a way that
resonates with his or her customer. In this module, we will teach employees how to use
competitive knowledge to differentiate GTSI and target messaging to different stakeholders.
Using information gathered in the previous training module, we will help trainees craft messages
that address needs and preferences of the target customers. We will also train participants to
build and use marketing strategies that support GTSI goals. Lessons during this module include
communication strategies for email, face to face, virtual, and group. If desired, we can also
address use of social media in successful recruiting campaigns.
Training Module 4: Sales – Putting it All Together. Now that we know our audience and have
refined our messages for recruiting, we will focus on the sales process and how, based on
personal skills and attributes that learned about in Module 1, each participant can best leverage
their strengths in the sales process. Anyone can learn to be more persuasive by understanding the
tactics that encourage others to say yes, so in this concluding module we will cover the very
important “art of persuasion” as it applies to GTSI’s products and services and customer base.
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Evaluation
We will use the Kirkpatrick Model as both a planning and an evaluation tool, tracking impact,
behavior, learning, and reaction. This allows us to connect more closely to the change initiative
goals. Those components are:
Impact:
Measures to indicate that the training program is having a positive impact on GTSI’s
performance include customer satisfaction, percentage of revenue in sales of services, and
overall revenue and profitability, and are detailed in Tables 3, 4, 5, & 6:
Indicator
Customer satisfaction
Percentage of revenue from
sales of services versus products
Overall revenue and profitability

Target
Over 90% satisfied, and over 50% very
satisfied by end of year
Over 50% sales from services by 2022

Measurement tool
Semi-annual survey

$1 Billion in revenue in the upcoming
fiscal year, of which $100 million is profit

Profit and loss
statement

Income statement

Table 3: Impact metrics

Behavior:
We propose a cascading annual appraisal framework that maps to the strategic plan as a way to
assess behavioral changes at GTSI. These behaviors are unique to the level of employee. For
instance, team leaders will be assessed against leadership principles such as business
development, mentoring, and program management. Employees will be assessed against
individual performance standards derived from their job description, which will be updated per
the new strategic direction, but linked to GTSI’s strategic plan.
Indicator
Annual reviews
Individual development plan
Job descriptions reviewed and
updated per strategic plan

Target
100% participation in annual appraisals
Over 90% of staff have an individual
development plan, including leaders
90% of positions reviewed

Measurement tool
360 Appraisal
IDP Tracking system
Internal network
database

Table 4: Behavior metrics

Learning:
There are a wide variety of new skills and competencies that will be needed by employees for a
successful transformation. Customer service, strategic thinking, sales, and technical skills will be
in demand. We will assess these new skills using informal quizzes, hands-on assignments, and
direct observation by supervisors. Absence of skills will be addressed through individualized
training.
Indicator
Participation in customer service
training
All employees’ competencies
mapped against position and
gaps identified
Individual development plan
that IDs needed training

Target
100% participation

Measurement tool
Attendance sheet

Over 90% of staff have an individual
development plan, including leaders

IDP Tracking system

Over 90% of staff have an individual
development plan, including leaders

IDP Tracking system

Table 5: Learning Metrics
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Reaction:
Immediately after a training we will administer a survey that assesses the content and delivery of
the training. Additionally, we will conduct follow-up focus groups with trainees to reinforce the
learning and to assess retention.
Indicator
Feedback from survey
Focus group feedback

Target
75% satisfied
Three groups of 10 employees participate

Measurement tool
Electronic survey
Attendance

Table 6: Reaction metrics

SECTION 3: STRATEGIC COMMUNICATIONS PLAN
A change initiative can succeed or fail based just on the accompanying strategic communications
campaign; it is the grease that keeps the gears running smoothly and needs as much effort as any
other intervention, if not more. The communications campaign begins at the very outset of the
change initiative and does not conclude until after the changes have been locked in place. The
purpose and focus of communication are different, however, at each stage of the change
initiative. Table 7 depicts the activities of effective change management, as identified by
Cummings and Worley (Cummings & Worley, p. 164), and the corresponding role of
communications.
Stage
(Lewin)

ADKAR Stage

Awareness of
the need for
change

Unfreezing
Desire to
support the
change

Moving

Knowledge of
how to change

Goal

Communications Focus

Communication campaign
focused internally at managers
and employees throughout the
organization. Messages are
primarily focused on what the
organization is moving away
Motivating from and why the change is
Change
necessary. Objectives are to
create discomfort with status
quo, reassure employees that
they are moving to a better
future, and persuade early
adopters and champions to
support the change initiatives.

Creating a
Vision

At this stage, there is an internal
and an external component to
change communications.
Internally, leaders are using
communication to disseminate a
clear vision for the future for the
organization and how employees
will benefit from this better
future. Externally, GTSI
communications need to work at

The Penn State Team Proposal to GTSI • July 17, 2021

Activities

Prepare briefings, leadership meeting agenda,
an email from the director, and
schedule/agenda for Town Hall
Meet with senior leaders and explain change
and how they can support. Lay out plan for
communicating need for change. Get feedback
from senior leaders.
Send email to employees, hold Town Hall,
equip senior leaders and managers with
explanatory material, set up office hours for
employee questions. Send one email per week
as a follow-up.
Plan customer communications campaign
about the proposed change. Equip sales staff
with explanatory material.
Create more information materials about
vision and benefits and deploy to senior
leaders>managers>employees.
Hold more Town Hall meetings and office
hours.
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improving relationships with
stakeholders and customers.

Ability to
demonstrate
skills and
behaviors

Key to any change initiative is
identifying and involving early
adopters, whether they are
employees, customers, or
Developing stakeholders outside of the
Political
organization. These early
Support
adopters play a significant role in
influencing others to climb
aboard the change train. This is
an important step for GTSI, since
it faces opposition to change.

Reinforcement
to make
changes still

Begin to spotlight quick wins via email,
internal network, team meetings
Develop a weekly update for customers and
employees on change progress
Interview employees about how change is
affecting their area and broadcast interview
on internal networks.
Celebrate successes of change initiative

Managing
the
Transition

Refreezing

Celebrate successes of change initiative

Communication at this stage
plays an education role: what is
changing, how do people adapt,
what are the new policies and
systems that people need to
follow, etc. Transparency is an
important element of
communication at this stage.

At this stage, communication
focuses on internal matters, and
primarily plays a motivational
and educational role, helping
Sustaining reduce barriers to long-term
Momentum change. It also recognizes and
rewards places in the
organization where the change
initiative is particularly
successful.

Begin to spotlight quick wins via email,
internal network, team meetings
Develop a weekly update for customers and
employees on change progress
Interview employees about how change is
affecting their area and broadcast interview
on internal networks.
Celebrate successes of change initiative
Begin to spotlight quick wins via email,
internal network, team meetings
Develop a weekly update for customers and
employees on change progress
Interview employees about how change is
affecting their area and broadcast interview
on internal networks.

Table 7: Communication Focus by Stage

There are five components to an effective communications plan – Audience, Message, Tools,
Activities, and Evaluation. The Penn State Team will create and implement the strategic
communications plan using these five consecutive steps:
1. Identify and analyze audiences so we clearly understand their wants, needs, and barriers
at each stage of change
2. Create differentiated messaging that resonates with each audience and addresses their
needs, wants, and barriers
3. Develop communications tools, such as websites, brochures, instructional aids, etc. to
persuade and educate stakeholders about the change initiative and provides an
opportunity for dialogue, as opposed to just information “push”
4. Conduct communications activities, such as Town Halls, email campaigns, and events
5. Evaluate communications campaign and improve
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SECTION 4: IMPLEMENTATION PLAN AND ROLES AND RESPONSIBILITIES
An integrated project management tool and responsibility matrix will be used to manage this
project through all phases. A full-size version of this is included in Appendix 3.

Figure 6: Implementation plan with RACI framework

SECTION 5: PROJECT MANAGEMENT, TRACKING, AND REPORTING
To keep the assessment on track and on time, we will use an implementation plan that integrates
the RACI framework. The RACI framework identifies the parties who will do the work
(Responsible), oversee the work (Accountable), provide information and guidance (Consult), and
those we need to keep in the loop (Inform). An example of this implementation plan is found in
Figure 2 below. The full implementation plan is addressed in Section 4.
Monthly reports detailing project progress and associated costs will be submitted to Ms.
Atkinson and to others upon request. Additionally, we will provide briefings to senior leaders
and key stakeholders on contract progress and spending.
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SECTION 6: PHASE 2 COST ESTIMATE

Table 8: Phase 2 cost estimate
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Page 15 of 20

MICHEL_TRDEV 565 Summer 2021 Case Study Simulation

APPENDIX 1: RELATED PAST PERFORMANCE
Program Name & Description

Client

Period of
Performance

Assessment, Strategy, Planning, and
Partnership Development

U.S. Army
Research
Laboratory

January 2021 - • Organization assessment as basis
present
for strategic planning process
• Market research and business
development for technology
products and services

Training in support of strategic
planning initiative.

National Archives May 2020and Records
January 2021
Administration

Organization assessment of Office of
Human Capital to evaluate issues
related to recent downsizing

National Archives May 2020-July • Model for customer assessment
and Records
2020
and analysis
Administration
• Addressed operational challenges

Benchmarking of IT/Cyber Career
Competencies

The Cyber Center 2020- Present
for Education and
Innovation of the
National
Cryptological
Foundation

• Competency mapping to
determine root cause of
cybersecurity talent shortage
• Developed a methodology for
assessing and training future
cybersecurity workforce

Career and Technology Needs
Assessment

Harford
Community
College

Current understanding of gaps and
opportunities between workforce
needs and educational pathways in
subjects related to technology

Instructional design and training to
develop recruiting and customer
service skills in Job Center staff

State
2018-2020
Departments of
Labor, Education,
Human Resources

Training modules focused on
improving communication and
customer service skills of workforce
development staff in government
agencies

Strategic planning and program
implementation to bolster Maryland
workforce system. Involved working
with Workforce Innovation
Opportunity Act partners (DLLR,
MSDE, DHHS) to create an integrated
regional workforce strategy.

Susquehanna
Workforce
Network

2017- Present

Deep knowledge of technology
competencies, careers, and pathways

Strategic planning and system-building Harford County
to set a new direction for STEM
Public Schools
education in Maryland school system.
Included establishing an advisory
board, conducting an environmental
scan, developing partnerships
between school district and higher
education, and monitoring
decentralized implementation of
strategic plan.

2010-2017

Created linkages between educators
and employers, including working
closely with Harford Community
College, Cecil College, and
universities (UMD, Morgan, Towson)
to map pathways from STEM
programs to in-demand careers.

Strategic planning to strengthen core
Army capabilities in chemical and

2006- 2015

Experience leading long-range
strategic planning processes for Army

US Army

The Penn State Team Proposal to GTSI • July 17, 2021

November
2019 – April
2020

How Work Relates to GTSI’s
Requirement

• Customer communication training
• Training produced strategic
deliverables.
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biological defense. Included
facilitating input from multiple
sources, mapping revenue streams,
position organization among
competitors and collaborators, and
aligning with goals of higher
headquarters.

programs. This work has involved
using various strategic planning
modalities, including Balanced
Scorecard.

Training, program management, and DHS Urban Area
strategic planning work for public
Security Initiative
safety and emergency management
fields. Involved creating common
vision and approach among disparate
organizations at federal, state, and
local levels
Strategy for creating and
implementing state-wide
manufacturing apprenticeship
program as part of larger innovation
ecosystem effort. Involved working
with Maryland Department of Labor,
Licensing, and Regulation

2010-2017

Regional Additive 2015-Present
Manufacturing
Partnership of
Maryland

Facilitated the restructure and refocus Maryland Business 2011-2016
of an organization that represents
Roundtable for
industry on state and federal
Education
educational initiatives and legislation.
Involved facilitating Strategic Planning
Steering Committee, which was
charged with developing the strategic
plan for Maryland Business
Roundtable.
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Collaboration of federal, state, local
government agencies, industry, and
nonprofits to develop and execute a
strategic plan resulting in the growth
of the program from 50 students to
over 10,000.
The Penn State Team understands
developing “new” color workforce
and middle skill development for
industries such as advanced
manufacturing and product
development
The Penn State Team facilitated
Steering Committee’s development
of strategic plan and helping to build
diverse board of directors. Extensive
experience in revenue modeling and
estimation. Other offshoot plans
include those focused on technology,
communications, and fundraising.
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APPENDIX 2: SAMPLE LESSON PLAN
Course Title: Customer Service

Module: #3 Messaging and Marketing

Course Purpose: Employees gain comprehension of why and how to adapt to customers’ needs, preferences,
and decision-making styles throughout the sales process
Course Description: This Customer Service four-part course builds customer services skills in learners of all
achievement holistically by integrating teachings in sales, marketing, messaging, and relationship building.
Module 3 of the four-part training series helps build skills in fine-tuning messaging to a specific audience and
creating marketing channels to build and maintain relationships with potential customers. This course is
designed as a blended learning approach, with sessions delivered both in person and virtually.
Learning Objectives:
Through lecture, discussion and small-group activities, the learner will gain knowledge and skills to:
1. Recognize communication and decision-making systems and identify those of teammates with 75%
accuracy
2. List GTSI’s primary audiences, and their needs, preferences, and barriers and correctly match
messaging strategy to each audience
3. Complete a messaging plan for use in customer interactions
Session
Time
Activity
Title
Materials
Trainer
In person
Session 1
0830-0900
Icebreaker
Cats or Dogs? Pictures of
Joan
training
animals
0900-0930
Introduction
Course
Slides and
Joan
Overview
Agenda
0930-1100
Large group
Who are you
Slides and
Mike
and discussion talking to?
White Board
Overview of
Recap and
Wrap-up
1100-1130
virtual
AV
Joan
next steps
sessions
Virtual
Synchronous

Session 2

0830-0900
0900-1030
With break
at 0945
1030-1130

In person
training

Session 3

1230-1300
1300-1430
1430-1530

Wrap-up

1530-1600

Recap of
Session 1
Break-out
rooms

Review and
reset
What are you
trying to say?

Large group
discussion

Effective
ways to listen

Recap of
session 2
Small group
sessions
Large group

Review and
Reset
Million-dollar
questions
Tools of the
Trade
Putting it all
together

Recap and
Evaluation
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Slides

Joan

E-white
boards
Worksheets
e-white
boards

Monica
Joan
Mike
Joan

Slides

Joan

Slides and
visuals
String and
tape
Evaluation
sheets

All facilitators
Mike
Joan
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Q1

APPENDIX 3: IMPLEMENTATION PLAN AND RACI MATRIX

JAN

FEB

Q2
MAR

APR

MAY

Q3
JUN

JUL

Aug

Q4
SEP

RACI MATRIX

Action
Assemble library of
documents and conduct
environmental scan of
market conditions

Phase 1: Assessment and Diagnosis

Conduct interviews of
senior leaders and
managers

Conduct surveys of
employees

Observe meetings at the
team level

Conduct focus groups

Administer DISC
assessment

Phase 2: Plan, Solutions, and Communications

Build a Roadmap for
Growth

Accountable (final
authority)

Consulted (SMEs)

Informed (keeping
aware)

Compilation summary of GTSI health.
Draft topics to explore in interviews,
surveys, and focus groups.

Penn State Team

Penn State Team lead

GTSI internal HS,
communications, and
business management
groups

GTSI sponsor and senior
leadership

Conduct scan of market conditions and competitor activity

Summary of current market conditions,
competitors, and projected market
growth

Penn State Team

Penn State Team lead

State demographers,
Department of Labor,
industry reports

GTSI sponsor and senior
leadership

Penn State Team

Jim Leto

Create list of interviewees and schedule interviews

Effective interview and data collection
tools
Interviews within 6 weeks

Penn State Team

24 interviews conducted

Penn State Team

Analyze data and code for themes

Written analysis and ID of important
themes

Penn State Team

Senior leaders and
managers
Senior leaders and
managers
similar studies

Senior leadership

Conduct interviews

Jim Leto and Brenda
Atkinson
Interviewees acountable
for participation
Jim Leto and Brenda
Atkinson

Design survey questions

Draft survey developed for review

Penn State Team

Brenda Atkinson

Employees

Disseminate survey and collect/analyze results

Survey responses and summary report

Penn State Team

Brenda Atkinson

Senior leaders and
managers
Senior leaders and
managers

Schedule meetings to observe

10 meetings across the organization
observed within 6 weeks

Penn State Team

Jim Leto

Senior leaders and
managers

Employees

Observation criteria

List of criteria to observe

Penn State Team

Jim Leto

10 meetings successfully observed

Penn State Team

Jim Leto

Senior leaders and
managers
Senior leaders and
managers

Employees

Observe
Analyze data and report observations

Report compiled and observations
shared

Penn State Team

Jim Leto

Senior leaders and
managers

Employees

Penn State Team

Brenda Atkinson

Senior leaders and
managers
Senior leaders and
managers
Senior leaders and
managers
Senior leaders and
managers

Employees

Develop interview protocol and plan for analysis/coding

Create focus group protocol

Senior leadership

Senior leadership
Senior leadership

Employees

Employees

Identify participants and schedule

Three groups of 10

Penn State Team

Brenda Atkinson

Conduct focus groups

45-minute sessions

Penn State Team

Brenda Atkinson

Analyze focus group data and feed back to participants

Nnivo

Penn State Team

Brenda Atkinson

Administer DISC, Values Index, Attributes Index

Adminstered to every employee

Penn State Team

Penn State Team lead

DISC reference materials

Employees

Create individuals reports and distribute
Identify high performers
Weigh employees against high performance values
Recommend participation strategy and identify individuals to
represent functional and project areas, including customers,
and other stakeholders

Distributed to every employee
high performance indicators
Analysis
Plan for building roadmap to include
participants, agendas, schedule, and
final deliverable

Penn State Team
Penn State Team
Penn State Team
Penn State Team

Penn State Team lead
Penn State Team lead
Penn State Team lead
Jim Leto

DISC reference materials
DISC reference materials
DISC reference materials
Customers and employees

Employees
Employees
Employees
Customers and employees

Build schedule, agendas, and structure for planning sessions

Approximately 4-6 sessions of 2 hour
length
90% participation across all sessions

Penn State Team

Participants

Build draft document based on session input and circulate for Draft roadmap
review
Finalize roadmap and launch communications campaign
Reviewed and finalized roadmap and
disitributed to employees

Penn State Team
Penn State Team

Penn State Team and GTSI
sponsor
Penn State Team and
planning team
Planning Team

Senior leaders and
managers
Senior leaders and
managers
Planning team

Customers and employees

Penn State Team

Planning team

Customers and employees

Determine competencies required for future GTSI growth

Competencies by functional area

Penn State Team

Brenda Atkinson

Functional team leads and Managers and employees
outside demographers

Competency analysis
New or unknown competencies
Comparison and ID gaps
Needs assessment
Course list

Penn State Team
Penn State Team
Penn State Team
Penn State Team
Penn State Team

Brenda Atkinson
Brenda Atkinson
Brenda Atkinson
Brenda Atkinson
Brenda Atkinson

Customers and employees
Customers and team leads
Brenda Atkinson
Customers and employees
Managers and employees

Managers and employees
Managers and employees
Managers and employees
Managers and employees
Managers and employees

Create individualized training plan template for use by
managers with direct reports

80% participation

Penn State Team

Brenda Atkinson

Managers and employees

Managers and employees

Schedule training opportunities and promote to workforce

Schedule posted on intranet

Penn State Team

Brenda Atkinson

Managers and employees

Managers and employees

Develop lesson plans for all training courses

Lesson plans

Penn State Team

Brenda Atkinson

Conduct training

Training conducted over six months

Penn State Team

Brenda Atkinson

Customers, managers, and Brenda Atkinson
employees
Managers
Managers and employees

Evaluate training based on Kirkpatrick model

Evaluation of each class and course

Penn State Team

Brenda Atkinson

Employees

Brenda Atkinson

Develop plan
Assess audiences

Penn State Team
Penn State Team

Jim Leto
Jim Leto

Employees and customers
Employees and customers

Develop messaging
Create tools
Execute campaign activities
Evaluate

Penn State Team
Penn State Team
Penn State Team
Penn State Team

Jim Leto
Jim Leto
Jim Leto
Jim Leto

Managers and employees
Managers and employees,
customers
Managers and employees
Managers and employees
Managers and employees
Managers and employees

Map existing GTSI employee competencies
Identify new positions to fille
Identify gaps in competency
Compile training needs assessment
Facilitate Workshops and Develop comprehensive list of training needs by team and
Coursework
functional area. Also identify company-wide training
requirements, such as customer service and sales

Implement Strategic
Communications Plan

Responsible (those
who do the work)

Assemble and review existing reports on organization
structure, customer profile, employee competencies, and
financial health

Facilitate sessions

Conduct Competency
Mapping and Training
Needs Assessment

Deliverable/Performance

Employees
Employees
Employees

Customers and employees
Customers and employees

Employees and customers
Employees and customers
Employees and customers
Employees and customers

Version 1, 11-25-20

4 # # # 1 8 # # 1 8 # # # 5 # # # 3 # # # # 7 # # # 5 # # # 2 9 # # # 6 # # #

Update summary
Collect and review
Draft summary and protocol
report as interview
existing reports
data collected
Departme Market
nt of Labor reports
searchers analyzed

Competitiv
Final report
e analysis

Protocol
List
Interviews
Analysis

OCT

NOV

DEC
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