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"Public trust is built

in everyday moments —

when government proves

it can be clear, responsive

and accountable."

— G a r y   ·   C o r e  B e l i e f

S E R V I C E  I N T E L L I G E N C E  H U B  S E R I E S



M Y  A P P R O A C H

Designed from 

the

Outside In

"Citizens do not care about internal org 

charts, legacy reporting lines, or 

budget narratives. They care whether 

the service works."

I have spent my career inside the real machinery of 

municipal service delivery — not observing it, but operating 

inside it.

What I have learned is this: complexity is not the enemy of good service. Disorganized 

complexity is. When systems are built around internal convenience rather than citizen 

experience, we lose the very trust that government runs on.

My core thesis is straightforward: services must be designed from the outside in. Every 

transformation initiative I have led starts with the citizen's moment of need — and works 

backward into structure, governance, and technology.
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W H A T  I  K N O W  A B O U T  E X E C U T I O N

Alignment Is the Work

The way forward requires an integrated delivery model — shared outcomes, shared purpose, shared vision. Governance and change 

management are not overhead: they are the primary tools for building the alignment that makes transformation durable. Without

alignment, every platform investment decays into a point solution.

Integrated Delivery

Shared outcomes and shared purpose 

across every department. Transformation 

is an organizational discipline, not a 

technology project.

The Human Dimension

Emotional intelligence, compassion, 

authenticity, and integrity. These are the 

qualities that determine whether change 

actually sticks.

Culture as Infrastructure

Culture must be actively built. Leadership 

is a duty to serve both staff and the public. 

It does not sustain itself without deliberate 

attention.
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T H E  Q U A L I T I E S  T H A T  D R I V E  L A S T I N G  C H A N G E

People, Systems, and

Standards — Working Together

01

Emotional

Intelligence

02

Compassion &

Connection

03

Authenticity &

Integrity

04

Governance &

Accountability

05

Structure &

Follow-Through

"I approach transformation as a discipline that integrates people, systems, and standards working together — because that is what it 

takes to make government prove itself in the everyday moments that matter."
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