Customer Journey Map

Engaging with the Financial Management Quality Service Management Office

BACKGROUND

Definition of this map and
how to use it

STAGES
Phases of the FM QSMO
Customer Journey

GOALS

Overall purpose of the
stage, customers will
accomplish this before
moving to next stage

STEPS

Steps taken by the customer
throughout the journey of
acquiring an FM solution or
service

TOUCHPOINTS

Meetings and information
sharing between the FM
QSMO and customers

Touch points between
customers and the FM
QSMO may range in
support level from highly
supportive to light touch
interactions

What is a Journey Map?

A journey map helps to visually tell the story of the customer experience while walking

through a process.
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This Map Shows:

How an agency customer can engage with the FM QSMO to assess their needs and
acquire an FM Solution or Service.

Choose which product, service or solution
best meets your agency’s needs

Review agency
requirements
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Marketplace
solutions
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needs

Submit Task
Order for FM
QSMO review*
*N/A if aiming .
for a Federal

provider and
creating an IAA

Solicit and

award the Onboard the Finalize the
contrgct, or provider / gain  implementation
enter into an implementation plan with

agreement

rovider(s
with a Federal P )

support

provider

Use This Map To:

« Understand the end-to-end process for acquiring a solution or service from the FM Marketplace
« Discover when to reach out for support from the FM QSMO

« Describe the FM QSMO process to your agency's FM, Procurement, and ClO teams

Create target
concept of
operations

Configure the
software,
product, or
solution

Implement
solution &
decommission
legacy systems,
if needed

Implement
Operations &
Maintenance
(O&M) Plan

Review
performance
against
expected
benefits, share
experiences &
issues with FM
QSMO

Conduct
continuous
improvement

HIGHLY SUPPORTIVE

Schedule initial meeting
with the FM QSMO to
discuss agency’s needs

\\aborat'\on
Anticipated Level of FM QsMO Co

LIGHT TOUCH

Attend discovery &
planning discussions
with FM QSMO (share
documentation)

Collaborate with FM
QSMO to draft Task Order;
engage Task Order Review

Board

Seek FM QSMO advice during
evaluation and selection of
provider; agency awards
contract or enters into
agreement with a Federal
Provider

Update the FM QSMO
ONn progress, successes,
and challenges (Lessons
Learned / Best Practices)

Share Performance
Measures with the

FM QSMO

Attend regular
progress check-ins
with the FM QSMO

For more information, please visit the FM QSMO website.

For any questions, please contact us at fmgsmo@fiscal.treasury.gov.
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https://ussm.gsa.gov/assets/files/Investment-Planning-Guidance-March%202021.pdf
https://ussm.gsa.gov/m3phase0/
https://tfx.treasury.gov/fmqsmo
mailto:fmqsmo%40fiscal.treasury.gov?subject=



