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Accelerating Mission Success with Technology

THE BIGGEST CHALLENGE  
defense stakeholders 
currently face is managing 
their workforce effectively 
across myriad facets, 

including fully remote work, hybrid work 
and multiple office locations. Caught 
between a competitive job market and 
a dearth of talent, leaders must think 
through the psychology of return-to-work 
policies and consider the 
experience for service 
members and civilian 
employees. 
 
     A November 2022 
memo from the Office of 
the Secretary of Defense 
confirmed the seriousness 
of the situation with 
respect to retention 
after return-to-work 
policies went into effect. 
Focusing on our nation’s 
cybersecurity priorities, the statement 
called for expanding the workforce 
through apprenticeship programs and 
other nontraditional means of closing the 
talent gap.
 
     Although I agree with the memo’s 
assessments, it is important to remember 
that workforce management at defense 
and civilian agencies is not a new issue. 
In a 2021 survey of federal CIOs and 
contractors, 32% of respondents said a 
talent gap was hampering their ability  
to deliver effective and  
cutting-edge services. This is extremely 
relevant from a national defense 
perspective. Essentially, managing the  
 

workforce, from hire or recruit to retire, is 
critical in maintaining requisite levels of 
national defense. 
 
     How do we close this gap? How do 
we attract the best and brightest among 
the new generation of talent? And, most 
important, how do we ensure that we are 
always moving forward and affirming our 
mission to service members and  
their families? 

 
     The answer to those questions is 
the same: With the right investment 
in technology and talent, leaders can 
manage through the current challenges 
and achieve a posture where positive 
change is a constant, iterative and 
accepted part of the landscape. 

UNDERSTAND THE END STATE
The starting point is that critical 

discussion I have with defense 
agencies to determine whether there 
is a specific pain point that needs to be 
solved or whether there is a general 
priority we need to drive in order to 
ensure success.  

It’s also important to work with 
customers to help them understand 
how an iterative approach to deploying 
modern digital services on a flexible, 
agile technology platform can help 
them continually deliver highly adopted, 
successful solutions and desirable 
user experiences instead of waiting to 
produce large-scale implementations, 
which are often difficult to execute. 

Finally, it is critical for 
everyone involved to 
understand the end state 
we are working toward for 
every branch, mission and 
situation. In place of siloed, 
legacy systems, the goal is a 
modern, flexible and iterative 
platform where personnel, 
systems and data are brought 
together to empower teams 
with comprehensive views 
of situations, data-driven 
suggestions and  

automated workflows.

DIGITAL-FIRST FOR SERVICE 
MEMBERS 

As my colleagues in this series have 
noted, leadership empowerment and 
advocacy are important in shifting to an 
agile strategy. But focus should also fall 
on the individual employee  
or customer. 

All service members spend personal 
time on their personal devices, which 
is why the solutions we develop 
should support the mobile-first digital 
experience service members recognize 
from civilian life. 

For inspiration, I suggest checking 
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out the Los Angeles County Public 
Defender’s Office, which recently 
modernized its case management 
system to provide greater service, 
access and transparency. In addition, I 
would be remiss if I didn’t mention the 
Department of Veterans Affairs’ Status 
Query and Response Exchange System 
(SQUARES). SQUARES is a web-based 
application that supports organizations 
that provide homeless services. Users 
submit identity attributes for homeless 
individuals (such as name, date of 

birth and Social Security number), and 
SQUARES returns reliable, detailed 
information regarding their veteran 
status and eligibility for  
homeless programs. This is one 
example where digitization of a 
business process was a win-win for 
both the customer and the agency in 
terms of creating best-in-class user 
experiences for both veterans  
and administrators.

Investing in technology may seem 

like a separate topic, but when it comes 
to attracting talent that will put 
agencies on the path to developing a 
new generation of digital-first services, 
it is a critical first step. 

Dr. Michael Parker is vice  
president of business 
development at Salesforce.	
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