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• Background on US Treasury, Bureau of the Fiscal Service - 
Who we are and what we do 

 
• Business Trends and Patterns 

– Why is the Ideas Economy the New Normal?  The causes 
and business outcomes of unprecedented, open innovation… 

 
• Design Thinking 

– What does this mean?  What has Fiscal Service done?  
What can your organization do? 

 
• Final Thoughts and Takeaways – Design Thinking as an Event 

Horizon 

Agenda 
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Mission 
The mission of the Bureau of the Fiscal Service is to promote the financial integrity and operational 
efficiency of the federal government through exceptional accounting, financing, collections, 
payments and shared services.   
 
Vision 
We will transform the way the government manages its finances and delivers shared services. Our 
goal is more efficiency, better transparency, and dependable accountability.  
• We have a deep commitment to serving the interests of the American people and our federal 

clients.  
• We're driven by a passion for improving financial management, and the delivery of 

administrative services, through efficient and effective operations. 
• We never lose focus on our critical program responsibilities - essential to the operation of the 

federal government - while using our proven abilities and strengths to make government better. 
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In FY2013, Fiscal Service: 
• Accounted for (to the penny every business day) and reported on all financial activity related to the $16.7 trillion 

public debt 
• Issued and serviced nearly $5 trillion in Treasury securities invested by 80 federal agencies in 239 federal 

government trust and investment accounts, including $3 trillion in 20 managed trust funds (Social Security, 
Highway, etc.) 

• Loaned $1.1 trillion in 100 federal government accounts 
• Disbursed nearly $2.4 trillion in federal payments annually including Social Security, veterans’ benefits, and 

income tax refunds to more than 100 million people 
• Disbursed more than 1 billion payments (92.5%) through EFT 
• Collected $7.02 billion in delinquent debt (including $1.86 billion in delinquent child support) 
• Collected over $3.56 trillion in federal revenue 
• Processed over 115 million transactions worth nearly $113 billion through Pay.gov 
• Settled nearly $3.47 trillion (97.3% of total revenue collected) through Electronic Funds Transfer (EFT) 
• Processed nearly 138.5 million transactions worth over $2.38 trillion through the Electronic Federal Tax Payment 

System (EFTPS) 
• Handled over 1.3 million Intra‐governmental Payments and Collections transactions totaling $108 trillion 
• Managed a daily cash flow of $93.6 billion 
• Conducted 268 auctions and awarded $8.01 trillion in Treasury marketable securities 
• Issued and serviced $26.6 billion in savings and marketable issues held by 548,398 investors in the online 

TreasuryDirect system 
• Provided competitively priced reimbursable administrative and information technology services to 86 federal 

agencies as part of the Treasury Franchise Fund 
• Provided human resources services for 17,000 federal employees 
• Received 224 cumulative clean financial statement audits for our financial management customers 

Background 
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• Final Thoughts and Takeaways – Design Thinking as an Event 
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"What paralyzes life is lack of faith and lack of audacity.  The 
difficulty lies not in solving problems but identifying them." - Pierre 

Teilhard de Chardin 
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Business Trends and Patterns 
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http://www.kpcb.com/internet-trends 



L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R  Page 9 

 

9 
http://www.kpcb.com/internet-trends 
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In 2013, only 22% of the information in the digital universe 
would be a candidate for analysis, i.e., useful if it were 
tagged (more often than not, we know little about the data, 
unless it is somehow characterized or tagged – a practice 
that results in metadata); less than 5% of that was actually 
analyzed. By 2020, the useful percentage could grow to 
more than 35% 
 
In 2013, less than 20% of the data in the digital universe is 
“touched” by the cloud, either stored, perhaps temporarily, 
or processed in some way. By 2020, that percentage will 
double to 40%. 

http://www.kpcb.com/internet-trends 
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• Ideas economy (+) 
– "Innovative ideas are more valuable than 

physical assets or existing cash flow" - 
Businessweek.com Larry Popelka 

– 80% of the developed world’s wealth resides in 
human capital. (World Bank, “Changing Wealth 
of Nations”)  

– “Companies which are more data driven, are 5% 
more productive and 6% more profitable” – 
MIT, Wharton, McKinsey, HBR. 

Business Trends and Patterns 
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Business Trends and Patterns 

• Twitter had an initial public offering of $2.1 B 
USD.  On its first day, Twitter stock valued 
surged 73% above its initial valuation of $26.  
Current market cap of $32B.   

• Whatsapp was just bought for $19B.   
• Alcoa, Raytheon, Emerson Electric, and Capital 

One Financial are valued at $25B 
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• Ideas economy (-) 
– 70% of the companies on the Fortune 1000 list ten 

years ago have now vanished.  Those companies 
vanished because they were unable to adapt.  

– 89% of consumers began doing business with a 
competitor following a poor customer experience. 

– After a poor customer experience, 26% posted negative 
complaints on a social networking site such as 
Facebook or Twitter 

– 50% of consumers give a brand only one week to 
respond to a question before they stop doing business 
with them. 

Business Trends and Patterns 
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• Background on US Treasury, Bureau of the Fiscal Service - 
Who we are and what we do 

 
• Business Trends and Patterns 

– Why is the Ideas Economy the New Normal?  The causes 
and business outcomes of unprecedented, open innovation… 

 
• Design Thinking 

– What does this mean?  What has Fiscal Service done?  
What can your organization do? 

 
• Final Thoughts and Takeaways – Design Thinking as an Event 

Horizon and the Plasticity of Information 

 

Agenda 
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Design Thinking 
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• New kind of business climate that rewards 
innovation 
– Innovation is both art and science 
– Anyone can be creative 
– Innovation is a process 

 

Design Thinking 
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Design Thinking 

What is possible with 
technology? 

What is desirable to users? 
What can be 
financially viable? 

http://definedesirability.tumblr.com/post/30992844500/desirability-feasibility-viability-spheres 
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Design 
Thinking 
Process 

http://documents.stanford.edu/MichaelShanks/admin/download.html?attachid=509554 
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• Empathize and Define 
– Developing a 360-degree understanding of the challenges for all 

stakeholders, including those who produce and deliver the product or 
service, in order to creatively question the status quo and reframe 
the problem 

• Ideate 
– Taking a diverse and divergent approach to generating ideas, 

synthesizing complex issues, and visualizing solutions in order to 
support better decision-making 

• Prototype 
– A thoughtful approach to design thinking (and doing) that includes 

rapid prototyping, testing, and shorter time to market also makes 
organizations more effective competitors and reduces risk of failure 

• Test 
– By providing a more disciplined approach with proven processes, 

tools, and exercises, design thinking is making organizations more 
efficient and consistent innovators.  
 
 

 

Design Thinking Process 

http://documents.stanford.edu/MichaelShanks/admin/download.html?attachid=509554 
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Design Thinking Example 

• Starting a data governance program 
– No “stick”, just “carrot” 
– No budget 
– Mission: build a catalog of data elements 
– Scope: enterprise-wide 
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Design Thinking Example 
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• How might you make sense of your data? 
• How might you improve your sensemaking capabilities? 
• How might you improve your decision-making capabilities? 
• How might you use data to improve your decision-making? 
• How might you use data visualization in the context of solving 

complex organizational challenges? 
• How might you build resilient/adaptive capacity in your 

organization? 
• How might you incorporate data visualization into your adaptive 

capacity building? 
• How might you build an organizational culture that equally values 

both divergent and convergent thinking? 
• How might you make use of data to help others solve complex 

social problems? 
• How might you incorporate sensemaking into the skilling of a 

new generation of change-making leaders? 
 

Design Thinking Questions 
 
 

http://www.humantific.com/data-visualization-meets-co-creation/ 
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Design Thinking Example 

http://www.fiscal.treasury.gov/fsreports/fs_reference.htm 
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Design Thinking Example 

http://www.fiscal.treasury.gov/fsreports/fs_reference.htm 



L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R  Page 25 

 

Design Thinking Example 

http://www.fiscal.treasury.gov/fsreports/fs_reference.htm 
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Design Thinking Example 

http://www.fiscal.treasury.gov/fsreports/fs_reference.htm 
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http://www.fiscal.treasury.gov/fsreports/fs_reference.htm 
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• About the process 
– Be curious about solving problems – understand 

customer pain points, ask questions, and listen 
– Be lightweight and adapt 
– Experimentation is key (and doesn’t end at first release 

or last release) – get feedback from customers and take 
action  
 

• About the customers 
– Appreciated being part of the solution, not part of the 

problem! 
– Got used to “fail fast” – no big failures, iterative updates 
– Arrived at steady state with buy-in from customers 

Example Takeaways 
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Example Takeaways 

http://v2.centralstory.com/about/squiggle/ 
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• About the workload 
– Received clearer direction on desired capabilities 

because customers were engaged  
– Anticipated problems because we were embedded with 

customers 
 

• About the outcome 
– Data needs to be governed (holistic) 
– Data needs to be in context – the metadata must be 

managed (data is a means to an end, not an end) 
– Data needs to be built for multi-purpose use 

• Can’t reuse if not understood 
• Won’t be usable it not accessible 

– Value of data is in use of data  

Example Takeaways 
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Final Thoughts and Takeaways 
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http://servicejamlondon.files.wordpress.com/2012/02/diverge_converge.png 
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http://servicejamlondon.files.wordpress.com/2012/02/diverge_converge.png 



L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R  Page 35 

• Value of Design Thinking 
– Innovation is a process; democratizes creativity  
– Not just a destination or a journey but both 

• Ideas economy 
– Design-driven companies over the last 10 years have 

outperformed the S&P 500 by 228% 
– Outside-in and Inside-out 

• Meaningful information is the new currency of 
business  
– An ability to adapt 
– Information-centric and evidence-based decision making 
– Value of data is in use of data 
– Know your customer (gaps, causes, weaknesses, links, 

issues) 
 

 

Final Thoughts and Takeaways 
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Final Thoughts and Takeaways 
 



L E A D  ∙  T R A N S F O R M  ∙  D E L I V E R  Page 37 

 

Final Thoughts and Takeaways 
 

 
 

 
 

Thank you for your time.  For more 
information, contact Marcel Jemio at 

marcel.jemio@fiscal.treasury.gov 
 

Please keep the 
#DesignThinking 
conversation going  
@FiscalService 
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