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A s the nation’s largest employer, the Department of Defense (DoD) manages millions of 
personnel and assets. Over two million people work for the DoD, requiring resources 
that allow for scaled and effective procurement and human resource management.1

With the DoD’s vast amount of assets to track and programs to manage, it’s worth asking: are 
personnel provided the software to effectively manage assets imperative to DoD mission 
success? Are a full range of capabilities available to DoD personnel to leverage data to the 
max? Do DoD personnel feel that current business applications make their jobs easier or more 
difficult? 

Government Business Council (GBC), the research division of GovExec, partnered with 
Salesforce to answer these questions and more through a survey to DoD employees. GBC 
fielded its survey to its database of Defense One subscribers and collected 256 responses total 
after cleaning. One hundred ninety-seven respondents are employed by the DoD. Sixty-eight 
percent of respondents have some type of IT involvement in their agency, and 34% are ranked 
GS/GM-14 and above.

Why this study?
With insights collected from a cadre of senior government officials, GBC has organized the 
following playbook as a set of actionable takeaways for interested stakeholders. It aims to faithfully 
capture the perspective of DoD personnel who have experience with business applications.

Background
Billions of taxpayer dollars are on the line when it comes to tracking ad managing personnel and 
assets at the DoD. About $227 billion of funding is estimated for procurement projects,2 and a 
quarter of DoD’s budget is allocated for personnel costs.3 The Government Accountability Office 
(GAO), however, added DoD’s asset visibility on its High Risk List due to gaps in the Department’s 
ability to provide accurate information on the status of its military assets.4

Thirty strategic plans have been issued by the DoD to improve how agencies track and share 
data on inventory, but many agencies within the DoD still have an opportunity to improve their 
inventory-management practices through additional policies and technologies.5

Government Business Council

The Department of Defense needs to improve 
management of its business systems acquisitions 
and leverage its federated business enterprise 
architecture to identify and address potential 
duplication and overlap across systems.”

— GAO6

GBC Playbook  |  Page 1



GBC Playbook  |  Page 2

14% 23% 16
Of federal government’s physical 

assets are owned by the DoD7
Of defense organizations, including the 
Defense Information Systems Agency 
(DISA), migrated to a standardized 

resource planning system in 2019 to 
reduce the number of systems used8

SURVEY AUDIENCE PROFILE

7% 14% 79%

Active Duty DoD Contractor DoD Civilian

FAST FACTS

The number of years the 
defense business systems have 
been on GAO’s High Risk List9



  THE PROBLEM 

 
Data visibility persists as a top challenge to DoD agencies. In a study by the Office of Management and Budget (OMB), 73% of 
federal agencies lack visibility over their large masses of data, posing cybersecurity and intel risks to organizations.10 Fifty percent 
of DoD survey respondents report that their organizations do not have effective centralized dashboards for overarching data 
visibility to track key metrics, and 71% say that their agency software does not allow them to follow the status of their projects 
over their lifecycles. As asset and data visibility remains a pain point for the DoD by GAO and OMB standards, the DoD has an 
opportunity to leverage centralized dashboards for enhanced visibility across agency assets and projects. 

29%

38%

PLAY ONE
Acquire software with more centralized visibility

   GBC DATA

of respondents say they 
have the tools to follow 

the status of their projects 
from beginning to end.

of respondents do 
not have a centralized 

dashboard that provides 
real-time data capabilities.

“The software I work on allows me to...”

Does your organization have a centralized dashboard for 
real time updates on business activity?

51%

26%

48%

12%

35%

38%

29%

23%

29%

1%

19%

SUBMIT FILES/FORMS

YES, AND IT IS EFFECTIVE

STAY CONNECTED WITH 
OTHER EMPLOYEES

YES, BUT IT IS 
NOT EFFECTIVE

VIEW OTHER RELATED 
RECORDS

NO

PREVIEW PRECIOUS 
ACTIVITY HISTORY

NOT APPLICABLE

NONE OF THE ABOVE

Percentage of respondents, n=109 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=165 
Note: Percentages may not add up to 100% due to rounding

Only

FOLLOW THE STATUS OF MY PROJECT 
FROM BEGINNING TO END

DON’T KNOW

17%

1%

ANTICIPATE PROBLEMS 
AND GAPS

OTHER
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How many software applications do you use to get your job done?

   GBC DATA

“The business applications I utilize for work are incompatible, 
making it inconvenient to access the resources I need.”

5%

22%

32%

41%

1

2 TO 3

4 TO 5

MORE THAN 5
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  THE PROBLEM 

 
Some DoD business applications work in siloes, creating duplicative software and incompatibilities between them. Forty-nine 
percent of DoD respondents report that their applications are incompatible. Additionally, 73% of respondents say they use four 
or more applications for their work. DoD agencies, such as the Air Force, have not institutionalized practices to prevent dupli-
cation when purchasing applications, and the U.S. Fleet Forces Command is the only agency that has a post-mortem review 
process to eliminate software rendered obsolete or duplicative.11 Removing siloes between applications may help mitigate some 
of these duplication and incompatibility issues.

PLAY TWO
Enable interoperability between applications

15%

Percentage of respondents, n=173 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=113 
Note: Percentages may not add up to 100% due to rounding

16%

20% 

28%

21%

STRONGLY 
DISAGREE

SOMEWHAT 
DISAGREE

NEITHER AGREE 
NOR DISAGREE

SOMEWHAT 
AGREE

STRONGLY 
AGREE

49%

73%

of respondents report 
incompatible business 
applications that cause 

inconveniences.

of respondents use four or more 
applications to get their job done, 
suggesting a need to consolidate 

application capabilities.

I have worked in several DoD organizations that all had a 
different finance system encouraging data silos and skill 
sets. Why continue to invest in singular systems rather than a 
system that can be carried throughout? This would also allow 
for diversification in personnel as you wouldn’t be limited to 
a small population with exposure to a specific system.”

— Survey respondent
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Strongly 
Disagree

Somewhat 
Disagree

Neither Agree 
nor Disagree

Somewhat 
Agree

Strongly 
Agree

12% 12% 25% 1%

Very Difficult Neutral Very EasySomewhat Difficult Somewhat Easy

12% 23%

23%

39% 11% 16%

  THE PROBLEM 

 
User experience is imperative to the productivity of employees and the value they are able to derive from the technologies at 
hand. Over a third of DoD respondents, however, say that it’s difficult to customize their business applications to best support 
their mission needs. Additionally, respondents suggest that conducting data analytics is a hit-or-miss process, suggesting the 
opportunity to improve data analytics capabilities with user-friendly tools.

16%

24%

PLAY THREE
Create ease in your user experience

   GBC DATA

of respondents say that it’s very 
easy to customize applications to 

support their missions.

of DoD respondents report 
difficulties in data analytics.

How easy or difficult is it for you to customize the functions or applications 
on your organization’s dashboard to support your mission area?

“Conducting and applying data analytics in my line of work 
is a confusing process.”

Percentage of respondents, n=57 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=135 
Note: Percentages may not add up to 100% due to rounding

Only



53%

30%

17%

29%

16%

56%
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   GBC DATA
Do you rely on data analytics tools to make 
decisions on a regular basis?

Do those tools allow for data visualization?

  THE PROBLEM 

 
Some DoD agencies struggle to maximize the value of data analytics. Although the DoD is underway in shifting cultural values 
and spotlighting data as a strategic asset with its newest data strategy, DoD personnel still report a lag in resourcing for data ana-
lytics tools.12 Of those who use data on a regular basis, 36% say that their data analytics tools are ineffective. Forty-five percent 
of DoD respondents also report that those tools are ineffective in or do not allow for data visualization.

PLAY FOUR
Elevate your data analytics capabilities

Percentage of respondents, n=152 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=70 
Note: Percentages may not add up to 100% due to rounding

36%

45%

say that their data analytics 
tools are ineffective, out 
of those who use them.

of respondents report 
ineffective or no tools for 
data visualization at their 

disposal.

Yes, and they are effective

Yes, but they are not effective

No

Yes, and they are effective

Yes, but they are not effective

No



At Salesforce, we adhere to our four core values - Trust, 
Customer Success, Innovation and Equality. 
These values guide our business and we align with our customers to achieve more, together. Now 
more than ever, we believe that it starts with Trust, our number one value. We are committed to 
trusted stakeholder relationships, reliable infrastructure, and data privacy. It is this value that is 
helping to drive mission success within defense agencies, and that will further strengthen our 
customer relationships with defense agencies as we participate in the many ongoing transformation 
journeys in the defense industry. 

When we think of technology transformation, we think in 
terms of People, Process, and Technology
and how these three elements interact with one another. People have the experience, insights, and 
context and do the work. The process is how the work gets done more efficiently and effectively. 
Technology supports the work being done through intelligent automation. 

The main driver today that necessitates change is technology. 
Defense agencies are advancing many solutions that will modernize business operations and create 
efficiencies never before possible. SaaS and PaaS solutions can allow for automation of processes 
and will be much like the robotics automations that are being deployed across the defense industry 
right now. Automation can help unleash thousands of labor hours that can be repurposed to higher 
value projects that enable national security. 

By combining our core values, domain experience and 
technical expertise, 

Salesforce is helping defense agencies to modernize legacy applications, enable application rational-
ization and implement automation through digital transformation for better end-user experiences. 

INDUSTRY 
PERSPECTIVE
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  THE PROBLEM 

 
Effective data access requires the ability to easily locate, extract, and share data, but respondents suggest that these capabilities 
are not as simple to employ as they should be. Thirty-nine percent of DoD respondents find that it is difficult to locate records 
needed in their government databases. Respondents may attribute this challenge to technology silos, which prevent 54% of 
DoD personnel from accessing information that could benefit their work. In addition to removing silos, deploying applications 
that allow for easy data tagging and locating may also help improve access to specific data for DoD personnel.

39%

54%

PLAY FIVE
Remove barriers to data access

   GBC DATA

of respondents find it 
difficult to locate records 

in their databases.

of respondents say technology 
silos prevent data access and 

sharing capabilities.

“I find it easy to locate specific records in 
our vast amount of data.”

“Technology silos prevent me from accessing and sharing 
information that could benefit my work.”

7%

Percentage of respondents, n=135 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=122 
Note: Percentages may not add up to 100% due to rounding

12%

26% 

34%

20%

STRONGLY 
DISAGREE

SOMEWHAT 
DISAGREE

NEITHER AGREE 
NOR DISAGREE

SOMEWHAT 
AGREE

STRONGLY 
AGREE

20%
19%

14% 

26%

6%

15%

STRONGLY DIS-
AGREE

SOMEWHAT 
DISAGREE

NEITHER AGREE 
NOR DISAGREE

SOMEWHAT 
AGREE

STRONGLY 
AGREE

NOT 
APPLICABLE
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“It is easy for me to view and access the same 
information from stakeholders and customers as 
my colleagues from other departments.”

Percentage of respondents, n=152 
Note: Percentages may not add up to 100% due to rounding

21%
24%

17% 
20%

5%
12%

STRONGLY 
DISAGREE

SOMEWHAT 
DISAGREE

NEITHER AGREE 
NOR DISAGREE

SOMEWHAT 
AGREE

STRONGLY 
AGREE

NOT 
APPLICABLE
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   GBC DATA

  THE PROBLEM 

 
The DoD employs strict rules on data access in an attempt to limit access to highly classified information. This data segmenta-
tion for cybersecurity purposes may strengthen data protection, but can also render data useless if it’s unable to be accessed by 
decision makers. GBC’s data suggests that the DoD’s current levels of data access make it difficult for DoD personnel to leverage 
data in the same capacity as personnel in other federal departments. In fact, only 12% of DoD respondents report that it is easy 
for them to view and access the same information from stakeholders as their colleagues from other departments.

PLAY FIVE
Remove barriers to data access

44%

of DoD respondents say that it 
is difficult for them to access 

data compared to colleagues in 
other departments.

Sound financial management practices 
and reliable, useful, and timely financial 
and performance information would 
help ensure DOD’s accountability over its 
extensive resources and more efficient 
management of its assets and budgets.”

— GAO13
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  THE PROBLEM 

 
Use cases suggest that automation can speed up DoD processes by up to 6000%, as a study has shown by the US Army 
Research Labs (ARL).14 GBC data shows, however, that over a third of DoD personnel still devote over 50% of their time to 
repetitive tasks that could be automated. Out of different types of AI technology, respondents are most likely to take interest in 
employing automation in day-to-day tasks using process automation. This suggests an opportunity to incorporate automation 
within business applications to deliver the high value of automation to DoD personnel. 

1%

32%

PLAY SIX
Automate processes where appropriate

   GBC DATA

of respondents report not 
having to engage in repeti-
tive tasks, revealing a gap 

in automation.

of respondents look to 
process automation as 
a valuable form of AI to 

adopt.

Approximately what percentage of your time is devoted to 
common, repetitive, or duplicative tasks (e.g. email bursts, 
cleaning data, completing forms, etc.)?

Of the following choices, which type of Artificial Intelligence 
(AI) technology would you be most interested in adopting?

1%

32%

34%

21%

27%

15%

26%

25%

11%

7%

ZERO

PROCESS AUTOMATION

LESS THAN 25%

MACHINE LEARNING

25%-50%

TEXT ANALYTICS/ NATURAL 
LANGUAGE LEARNING

76%-100%

NOT INTERESTED

Percentage of respondents, n=106 
Note: Percentages may not add up to 100% due to rounding

Percentage of respondents, n=112 
Note: Percentages may not add up to 100% due to rounding

Only

51%-75%

NOT SURE



COMMENTARY FROM  
SURVEY RESPONDENTS:
How can your business applications be improved?

To start, leaders need to make an actionable com-
mitment to invest in IT infrastructure and invest in 

current technology for hardware and software.Firstly, with governance: 
create a database of existing 
data elements (data dictio-

nary) and create a reconcilia-
tion process to de-duplicate 
multiple system’s reference 

to source data. Secondly, with 
application Rationalization: 

too many applications do the 
same thing. For example, the 

Air Force has at least 8-10 
systems that process AF Form 

202s, a form that requests 
Engineering Assistance.

We need to open up the 
databases to all to view, 

but can still limit the access 
to those to change data in 

the database.

Implement up to date applications 
and programs. Keeping up with IT 
industry standards. Adopting inno-

vation and advancement.

Ensuring that the IT planners — the 
people responsible for choosing the 

IT equipment and those that use 
the technology —have conversations 

about acquisitions of new equip-
ment or upgrades. In my experience, 

some mid-level leaders who rarely, 
if ever, use equipment have sole 

responsibility over acquisition and 
upgrades -- sales staff are able to 

grossly overstate the capabilities of 
systems to sell systems.

With employee tutorials 
on the various applications.

interoperability. Common denominators 
of data exchange.

We need more training on 
automated processes.
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About Salesforce 
Salesforce transforms the way Defense agencies and their community of contractors 
meet the unique demands of today, while preparing for the mission of tomorrow. With 
the innovstion of the Customer 360 for Government, Salesforce is helping Defense 
agencies modernize legacy ERP systems and increase mission readiness, while reducing 
costs. Salesforce’s trusted cloud accelrates transformation to rapidly deploy solutions 
with a multi-tenant cloud infrastructure that meets all security and compliance require-
ments. 

For more information visit http://www.salesforce.com/defense.
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About GBC 
As GovExec’s research division, Government Business Council (GBC) is dedicated to 
advancing the business of government through analysis, insight, and analytical indepen-
dence. An extension of Government Executive’s 50 years of exemplary editorial stan-
dards and commitment to the highest ethical values, GBC studies influential decision 
makers from across government to produce intelligence-based research and analysis. 

Learn more at: http://www.govexec.com/insights 
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