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ABSTRACT

"When the only tool you have is a hammer - every
problem starts to resemble a nail” - Abraham Maslow.
As VA/VE continues to be used in non-traditional
applications the Value practitioner's job becomes more
complex. Of the many tools available to enhance the
job plan - which ones add the most value to the
outcome? This case study details four key elements
judged to be crucial in a recent VA effort at a
government service center. These elements covered
areas of strategic vision, conflict management, issue
clarification, and team decision making/communication.

THE PROBLEM

This study was initiated by a service center's
directors in response to repeated and consistent user
complaints regarding the nature and quality of the PC
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Support Group, the unit responsible for supporting the
center's computers. They noted that failure of the
computer systems to deliver dependable service in an
expedient and cost effective manner impacted the
productivity of almost every employee and program in
the center.

Accordingly, the initially requested that the study be
limited to PC support services, which was subsequently
expanded to: "identify recommended solutions to
resolve the identified user and provider problems,
regardless of the source."

The Directors constrained the study to (1) evaluate
their alternatives within the context of the agency's
established standards and accepted configuration
requirements, (2) the management of these standards
cannot be reassigned, (3) any alternative that required
an organizational realignment could not result in the
separation or down grade of any employee, and (4) the
team's recommendations would be subject to union
negotiation.






