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Agenda
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Enhancing User 
Experience: The 
Importance of 
Modernization

10:10a – 11:10a

ARC’s Strategic Vision: An 
Overview of Key 

Objectives and Initiatives

9:00a – 10:00a

Maintaining a Solid 
Foundation: The Value 
Add of Core Systems

12:40p – 1:40p

Beyond the Surface: The 
Profound Value of Shared 

Services

1:50p – 2:50p



Session 4:
Beyond the Surface

The Profound Value of Shared Services
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Moderator
Brittany Huffman

My goal is not just rolling out new 

products or changes, it’s learning how to 

solve the customer’s problem. This is 

where strategic partnerships come in. We 

need to build lasting relationships with 

customers to better understand their 

needs in order to deliver exceptional 

customer experiences.

“
“



Beyond the Surface
Speakers

Adam Charlton

Providing the Best Value
 to Customers

Monica Allen
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Providing the Best Value
 to Customers

Adam Charlton and 
Monica Allen
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Home Maintenance Checklist



Continuous 
Improvement

Compliance 
and Security

Reliability and 
Stability

8

Shared Cost and
Efficiency

System Management
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and Security

Reliability and 
Stability
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Shared Cost and
Efficiency

Megan Dowler
 

User Support 
Fiscal/ARC 
Employee
9.5 years

Zach Offenberger

Information Security
Fiscal/ARC Employee 

5 years 

System Management
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Poll question 

Which piece of system management would be the most difficult for 
your agency without ARC?

• Monitor mailboxes (that receive 500,000+ emails annually)

• Service over 55,000 users between four service lines

• Conduct an annual 9-month security ritual to ensure systems have
authority to operate

• Apply 250+ patches/updates to ensure FM systems 
are compliant



Shared Solutions 
for Individual Needs

Enhanced 
Efficiency

Consistent Performance 
and Clean Audits
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SLA Adherence

Service Delivery



Shared Solutions 
for Individual Needs

Enhanced 
Efficiency

Consistent Performance 
and Clean Audits
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SLA Adherence

Jackie Lake
 

Audit/Security
Fiscal/ARC Employee

19 years

Service Delivery
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Poll question 

How is your agency leveraging Robotics Process Automation 
(RPA) technology?

• We maintain several bots and are actively adding more.

• We have some bots and occasionally add new ones.

• We have a small number of bots and do not typically create new ones.

• We do not currently utilize bots to support our work.



Mission Focused

Subject Matter 
Experts

Highly Qualified and 
Trained Staff
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Bench Strength

Resource Optimization



Mission Focused

Subject Matter 
Experts

Highly Qualified and 
Trained Staff
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Bench Strength

Jessica Kibbey
 

Project Management
Fiscal/ARC Employee

8 years

Resource Optimization



Questions?
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Submit questions using the Questions tab on 
the Teams panel.
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Brittany Huffman

BrittanyHuffman@fiscal.treasury.gov
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