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	VALUE / SCOPE
	$69.8M → $173M P&L  ·  800+ FTEs  ·  CPARS 4.6/5  ·  90% Recompete Win Rate  ·  $2.8B Pipeline



SITUATION
When I assumed the role of SVP and General Manager for ICF's Federal Business Unit, the organization operated as a traditional IT services delivery division — executing contracts competently but without a structured Engagement Management function. Delivery Practice Managers (DPMs) ran their teams independently, with inconsistent approaches to SOW governance, client escalation, and engagement health monitoring. There was no common EM playbook, no shared methodology for tracking engagement risk, and no systematic way to ensure client outcomes were being actively managed versus reactively firefighted.
As a result, client satisfaction was inconsistent across the portfolio, recompete positioning was largely reactive, and there was no repeatable model to onboard new engagement managers or scale delivery as the division grew. Leadership tasked me with transforming the division into a proactive, delivery-excellence organization capable of competing for and winning complex, high-value federal engagements — and sustaining that performance at scale.
TASK
My primary task was to build a formal Engagement Management capability within the division — one that could operate consistently across a 700+ FTE organization delivering cybersecurity, cloud migration, and IT modernization SOWs simultaneously. This meant designing the EM structure, coaching and developing DPMs to lead their EM teams effectively, establishing delivery governance standards, and creating the performance metrics and management cadence needed to run a P&L at this scale with predictable outcomes.
The challenge was executing this transformation while simultaneously growing the business — the division needed a new operating model without disrupting active delivery on $70M+ in in-flight contracts across DHS, DoD, and FEDCIV clients.
ACTION
I approached the transformation in three phases: structure, standards, and scale.
1. EM Structure: Redesigned the delivery organization around a clear DPM → EM → delivery team hierarchy. Each DPM was accountable for a client portfolio and responsible for developing the EMs under them. I recruited two new Line of Business leaders to strengthen DPM-level capacity and assigned delivery accountability by client rather than by contract vehicle — a fundamental shift that aligned EM incentives with long-term client outcomes.
1. Delivery Standards: Established a division-wide EM playbook covering SOW governance, engagement health scoring, escalation thresholds, client communication cadences, and CPARS preparation. Introduced a weekly engagement health review — a structured 30-minute standup where DPMs reported red/yellow/green status on each active engagement. This created early visibility into delivery risk and allowed me to engage as an escalation point before issues reached the client.
1. Coaching & Development: Implemented individual DPM development plans focused on three competencies: client relationship management, financial accountability (budget vs. actuals on each engagement), and team utilization. Conducted monthly 1:1 pipeline and delivery reviews with each DPM. Created a cross-DPM knowledge-sharing forum where teams surfaced delivery challenges, successful approaches, and client intelligence — building a collaborative delivery culture that reduced individual knowledge silos.
1. Performance Metrics: Introduced utilization tracking at the EM level (not just the division level), enabling early identification of underperformance. Tracked CPARS scores per engagement, on-time delivery rates, and budget variance as primary KPIs. Tied DPM performance reviews directly to these metrics, creating clear accountability for delivery outcomes and not just revenue.
1. C-Level Client Engagement: Instituted a quarterly executive business review (EBR) model across all major clients, with me personally conducting EBRs for the top 10 accounts. This surfaced recompete risk early, deepened C-level relationships, and positioned ICF as a strategic partner rather than a transactional vendor — directly contributing to the 90% recompete win rate achieved over the period.
RESULT
The structured EM capability produced measurable, compounding results across every delivery dimension:
	4.6 / 5
Avg CPARS Rating
	90%
Recompete Win Rate
	90.5%
Utilization Rate
	$173M
Peak Division Revenue



1. Gross revenue grew from $69.8M to $173M (148%) over three years, with operating margin expanding from $20.7M to $41M+. The division achieved 90.5% utilization across 800 personnel — a benchmark that reflects the discipline of the EM model, not just revenue growth.
1. Recompete win rate reached 90%, directly attributable to the EBR model and proactive client engagement. Strategic recompete wins included the Army DCO program (~$180M TCV), where structured engagement management and CPARS positioning were decisive factors.
1. The EM playbook and engagement health review cadence were adopted as the division standard, enabling consistent delivery quality as headcount grew from 700 to 800+ FTEs without proportional increases in delivery risk or client escalations.
1. Two DPMs developed under this model were subsequently promoted to broader leadership roles within ICF, validating the people development dimension of the capability build.
1. The qualified federal pipeline expanded from $200M to $2.8B — a 10x increase enabled by the reputational credibility and past performance built through consistent, measurable delivery excellence.

This engagement demonstrated that delivery excellence at scale is an organizational capability, not an individual one. Building the EM function — the structure, the standards, the coaching model, and the performance metrics — was the lever that transformed a steady-state services business into a high-growth, high-retention consulting delivery organization. The same model applies directly to ProServe's Engagement Management capability: structured governance, DPM accountability, and proactive client stewardship are the ingredients that turn utilization and CSAT into compounding competitive advantage.
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