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GSA BACKFILL MARKETING PROGRAM 
GSA PUBLIC BUILDINGS SERVICE NATIONAL CAPITAL REGION
‘Great Service Always’
GSA’s Backfill Marketing Program proactively markets the availability of vacant Government space both within GSA and directly to their customers or prospective Federal agencies, where permissible, through various program activities, in order to reduce the Government’s vacancy rates.

Backfill opportunities are not immediately posted onto GSA’s monthly vacancy reports and this program permits GSA to become more aggressive in their marketing internally.

A secondary component of this program enhances GSA’s customer service focus, which coincides with GSA’s new Realty Work Pod initiative through the efforts of the Realty Service Specialists (RSS). This program enhances the relationship management between the GSA representative and their customer. Subsequently a GSA Customer Pledge is issued as a commitment to excellence through performance known as ‘Great Service Always’.

The GSA Customer Pledge is implemented by providing solutions to the needs of Federal agencies in a timely fashion utilizing real estate industry best practices, innovative approaches and achieving the best value to the satisfaction of the customer. GSA Customer Pledge continuously monitors an up to date status on project’s progress through utilization of Earned Value Management, which determines the value of the work completed to date.

GSA Customer Pledge affirms in being a customer service professional and in becoming a trusted advisor. As a result, GSA commits to numerous fiduciary responsibilities, such as competent actions; financial accountability; operate efficiently and effectively; quality assurance and responsible asset management.

Strategy:
1.  Optimal opportunity for GSA’s RSSs to get closer to their customers and develop that personal relationship, toward becoming a trusted advisor.


2.  The best source of marketing is your current customer and therefore, it is imperative to have one that is very happy or satisfied.

3.  To generate favorable buzz or conversation about the GSA vacancy.

4.  Brand the GSA name to be synonymous with ‘Great Service Always’.

5.  Continue to educate GSA’s customer about the real estate industry, the process of procuring real estate through the Federal government and validation for the PBS fee.

There are five (5) program elements of the GSA Backfill Marketing Program: 

· Space Assessment - GSA’s RSS makes a site visit to the vacancy to make an assessment of the building/space amenities and to take digital photos of vacant space. 

· GSA Backfill Alert Notification - An initial notice of availability is e-mailed to existing Service Center personnel/NCR Service Centers’ Realty Coordinators for distribution.  A Monthly summary list of backfills is also sent electronically thereafter. 

· GSA Backfill Book - RSS provides copy of a detailed space availability sheet to their customer for their provided GSA Backfill Book. Initiate benefits selling through the presentation of the GSA Realty (Show) Book, illustrating the services that GSA offers.  

· Communication Publication - Establish a GSA quarterly real estate newsletter, as a means of keeping in touch with our customers.

· Bus Tour - Position as the ‘must see’ annual event among GSA’s customers and the commercial real estate industry within the Washington Metro area over the next 3 years. 
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