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s I write this, the price of oil is nearing 
$110 a barrel. Analysts predict gas 
will cost $4 per gallon by summer 
— it’s already $3.50 per gallon 

here in California.
Against that backdrop, the timing of this 

month’s focus on green technology couldn’t 
be better. Inside, you’ll fi nd an extensive 
discussion of how to cut energy use in data 
centers, which consumed 61 billion kilo-
watt-hours of power in 2006, according to 
the U.S. Environmental Protection Agency. 
You’ll also see how jurisdictions nationwide 
are implementing policies and technologies 
to conserve resources and reduce an organi-
zation’s carbon footprint.

Like many of you, I’ve watched this issue 
evolve for several years. At fi rst, it was widely 
considered a “good” thing to do — but with 
little management imperative behind it. Th at’s 
changing for several reasons.

Clearly rising energy costs play a role. 
Powering servers and cooling data center 
facilities are increasingly expensive propo-
sitions. Th erefore, energy conservation is 
getting more consideration in data center 
modernization initiatives and equipment 
replacement plans. 

Ecologically friendly work force policies 
are gaining traction as well. More government 
agencies allow telecommuting and fl exible 
scheduling. Th ese practices deliver a double 
benefi t — taking cars off  the road and helping 
attract and retain qualifi ed employees — issues 
that will take on even greater importance as 

traffi  c congestion worsens and baby boomers 
retire from government service.

However, developing the policies and 
technological infrastructure that allow public 
employees to telecommute isn’t just green. 
Th ey may be vital to government’s continuity 
during a pandemic or in the aft ermath of a 
disaster that destroys government offi  ces.

Despite these drivers, getting greener isn’t 
always easy. Equipment upgrades demand 
investment, which must be backed by 
executives. Telecommuting, in particular, 
presents policy and management challenges 
for some government agencies. Supervisors 
must adapt to managing staff  members 
who aren’t always at their desks. And some 

worry about taxpayers’ perception of public 
employees who are at home during business 
hours instead of in an offi  ce.

Clearly these issues aren’t insurmountable. 
For proof, check out the Virginia Information 
Technologies Agency, where roughly 40 
percent of the work force telecommutes at 
least one day per week.

As you’ll see on the following pages, gov-
ernments are getting serious about energy 
conservation and sustainability. As energy 
costs continue to skyrocket — and work force 
and business continuity issues become more 
urgent — green technology and policies stand 
to gain even more attention from government 
IT professionals. 

STEVE TOWNS
EDITOR

Flexing Your Power
Raise Your Voice

Your opinions matter 
to us. Send comments 
about this issue to the
editors editorial@
govtech.com. Please 
list your telephone 
number for confirmation. 
Publication is solely 
at the discretion of 
the editors. Government 
Technology reserves the 
right to edit submissions 
for length.

j
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  “Telecommuting, in particular, presents    
      policy and management challenges 
for some government agencies.”

Correction:

The article Four Questions for ... Norm Jacknis in 
Government Technology’s February 2008 issue 
miscredited the photo. Credit should have been 
given to Gary Gold.
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E
ven if you’re not from California, 
Arizona or Nevada, you’ve prob-
ably heard of a fast food restaurant 
chain called In-N-Out. Since its 

founding 60 years ago, the burger franchise 
has built a rabidly loyal customer base even 
though it almost never advertises on TV.  

In-N-Out owes its success to a number of 
factors that separate the company from the 
rest of the fast food fl ock. First, each location 
is always — I mean always — impeccably 
clean. Second, In-N-Out treats its employees 
very well. Starting “associates” earn $10 an 
hour — a much higher wage than other fast 
food joints and comparable to some entry-
level white collar jobs. Full-time employees 

are off ered an extensive benefi ts package and 
restaurant managers generally earn more 
than $100,000 a year. 

But what really makes ex-West Coasters 
living in the Midwest or on the East Coast 
long for In-N-Out? Th e food.

While most restaurants off er near-endless 
choices of mediocre food, an In-N-Out 
menu off ers a total of 10 items: a hamburger, 
a cheeseburger, a Double-Double (a double 
cheeseburger), french fries, milk shakes, 
soda, coff ee, lemonade, iced tea and milk. 
And therein lies the secret to In-N-Out’s 
perpetual popularity: In-N-Out does one 
thing, which is make hamburgers, and they 
do it better than anyone else. It’s a business 
model that seems to have fallen out of favor 
with organizations, both public and private, 
especially those that deal in technology. 

Look around your organization. Do you 
do one thing better than anyone else? Or do 

you continually roll out new, questionably 
relevant products or services in an attempt 
to fi ll ever more obscure niches? Have you 
ever visited a Web site that off ered a host of 
services, only to fi nd that the services don’t 
work that well? Have you ever done business 
with a company that keeps launching new, 
more specialized products while their main-
stays suff er?

Just compare In-N-Out to McDonald’s. 
While McDonald’s routinely launches new 
menu items, In-N-Out never has. And 99 
people out of 100 would take a Double-
Double over any McDonald’s sandwich. 

Depending on your line of work, it may 
seem impossible to do one thing and do it 

better than anyone else. It may just be out 
of your control. But even if your organi-
zation adheres to a quantity-over-quality 
strategy, that doesn’t mean you have to. 
In-N-Out doesn’t advertise anywhere but 
on billboards because their customers do 
the advertising for them. A government 
Web site, for example, should operate the 
same way. Citizens should know about it 
not because it keeps adding new services, but 
because the services it off ers are excellent. 

Trying to be all things to all people is 
a tried-and-true business practice, but the 
result is usually a line of products that are of 
average or worse quality. If you have the guts 
to do one thing better than anyone else, loyal 
customers will line up. In-N-Out’s slogan 
used to be “Th at’s what a hamburger’s all 
about.” Th ey proved it by making the best 
hamburger around. What’s your organization 
all about? 

  the 
  last mile BY CHAD VANDER VEEN

TECHNOLOGY AND POLITICS EDITOR
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“Look around your organization. Do you 
do one thing better than anyone else?”
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Air Superiority

An F-15 Eagle 
(bottom) and an 
F-22 Raptor (top) 
soar along the coast 
of Prince William 
Sound, Alaska. 
The Raptor is the 
U.S. Air Force’s 
newest fi ghter plane. 
Designed to succeed 
the F-15 and other 
current-generation 
aircraft, the F-22 
boasts cutting-edge 
stealth, avionics, 
weapons and propul-
sion technology — 
as well as a hefty 
$160 million price 
tag. In simulated 
dogfi ghts conducted 
in 2006 against 
current fi ghters, 
the F-22 scored an 
incredible record 
of 108 wins to 
zero losses. 
There are currently 
91 F-22 fi ghters 
in operation, which 
can fl y at speeds 
in excess of Mach 2
— more than 
1,300 mph. jj

 11
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SACRAMENTO, CALIF. — In February, 
the annual CIO Academy was again 
held in California’s capitol city. The 
event is a premier opportunity for Cali-

fornia public-sector 
technologists to 
meet and discuss 
technology trends 
and issues. Andrew 
Armani, California’s 
director of e-ser-
vices, and Teri 
Takai, the state’s 
new CIO, kicked off 
the two-day affair. 
Takai was the center 
of attention, having 

recently taken the reins as California’s 
technology chief.
The 2008 CIO Academy featured an 
impressive lineup of sessions and speak-
ers, including keynotes from former 
astronaut Sally Ride — the fi rst Ameri-
can woman in space — as well as former 
Marine and Al-Jazeera English spokes-
man Josh Rushing. 

However, many attendees were 
particularly interested in what Takai, the 
former Michigan CIO, had to say about 
her plans for California.
Takai fi elded questions from Depart-
ment of Technology Services Direc-

tor P.K. Agarwal 
and the audience. 
Agarwal quizzed 
Takai regarding the 
half-dozen weeks 
she had been in 
California and what 
she had learned 
in that short time. 
Takai said she 
found a strong 
desire for change 

within the IT community and among 
state executives. 

One change Takai said she’d like 
to help make a reality is reducing the 
disparity she feels still exists within 
California’s IT infra-
structure. According 
to Takai, the prevail-
ing attitude is largely 
agency-specifi c.

 “The silos and 
the chimneys in the 
business areas are 
actually much more 
embedded than what 
I had hoped. The 
departments are more 
solidifi ed than I had 
thought,” she said, adding it’s her early 
impression. “I think it’s up to us as tech-
nology professionals to bridge the gap 
and talk to the business about technol-
ogy and how it makes a difference.”

 While serving 
as a showcase for 
California’s new CIO, 
the CIO Academy 
also featured plenty 
of opportunities for 
attendees to discuss 
current issues in 
public-sector IT. 
Between keynotes, 
event-goers attended 
sessions featuring 
topics that ran the 
gamut — from fundamental discussions, 
such as combining IT governance and 
portfolio management, or creating a 
results-oriented organization, to a practi-
cal examination of e-discovery, and more 
speculative concerns, including what 
Web 2.0 means to government.
— CHAD VANDER VEEN, TECHNOLOGY AND POLITICS EDITOR
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Here are the 10 most popular stories 
on Govtech.com from Feb. 12, 2008 
to March 12, 2008.
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on the Govtech.com
Hot List

DHS Announces Changes in 2008 Grant 
Guidelines Fiscal 2008 funding priorities 
include improving preparedness plan-
ning and strengthening IED prevention, 
protection and recovery. www.govtech.
com/em/articles/2693851

jjscene
2Shared GIS Helps Texas Cities Create 

Rich Online Maps Shared service helps 
Texas cities create detailed online maps 
without busting budgets. 
www.govtech.com/gt/260240

j
Teri Takai, California’s New CIO, Meets 
with State Technology Leadership Takai 
fi elds questions from agency offi cials 
about her expectations and experiences. 
www.govtech.com/gt/articles/268338

4Presenting This Year’s Top 25 Gov-
ernment Technology’s annual list of 
“doers, dreamers and drivers.” 
www.govtech.com/gt/articles/268508

3 
Unemployment Insurance System Cuts 
Cost and Delays in Minnesota Minnesota 
self-service Unemployment Insurance 
Program improves effi ciency. 
www.govtech.com/gt/2614645 6Identity Theft Steals Millions From 

Government Health Programs 
Stolen medical identities boost 
health-care costs and cause 
lasting pain for patients. 
www.govtech.com/gt/260202

Electronic Health Records: Can Micro-
soft and Google Help? As Congress 
and doctors dither on electronic health 
records, industry heavyweights unveil 
another — more personal — option. 
www.govtech.com/gt/260204

8Beyond CRM and 311: Strategies for 
Improving Government Services Four 
myths keep government from deliver-
ing a better customer experience. 
www.govtech.com/pcio/224332

Universities Use Second Life to Teach 
Complex Concepts The virtual world 
gains traction among Texas academics.  
www.govtech.com/tt/2525509 10Wireless Sensors May Help Govern-

ments Monitor Aging Infrastructure 
Minneapolis bridge collapse spurs 
monitoring innovations. 
www.govtech.com/dc/articles/261440

j

7

California CIO Academy
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HP SmartBuy ProLiant 
DL360 G5 Server 
With 2.33GHz Quard-Core 
Intel® Xeon® Processor

$2149  #7925436

HP StorageWorks 
All-in-one SB600c 1.8TB 
SAS Storage Blade
$10,087  #8022327

HP Color LaserJet 
CP6015dn

$4199  #8444634

Toshiba Satellite Pro
M200 With Intel® Core™2
Duo Processor T7250

$899  #8448731

VMware Infrastructure 3 
Enterprise Edition

$5699  #7613088

Challenge is overrated.
That’s why, at GovConnection, we stack the odds in your favor with customized IT solutions that keep you at the top of your game. 
No matter what comes your way, we can help you prepare, proceed, and prevail with application-specific IT equipment and services. 

Anyone can overcome a challenge. We prefer to help you eliminate it altogether.

www.govconnection.com

Contact your Account Manager today to find out if you 
qualify for special government and education pricing.

1.800.800.0019

©2008 GovConnection, Inc. All rights reserved. GovConnection is a registered trademark of PC Connection, Inc. or its subsidiaries. All copyrights and trademarks remain the property of their respective owners. Our Sales Policy—
All sales subject to published GovConnection Terms of Sale or applicable federal, state, or local Government contracts or acquisition regulations. See Our Sales Policy at www.govconnection.com   #13026   03/08   SC0608
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BRIAN RAWSON, WHO BECAME TEXAS’ 
CHIEF TECHNOLOGY OFFICER IN 2007, LEADS 
ONE OF THE NATION’S MOST COMPREHENSIVE 
STATE IT CONSOLIDATION INITIATIVES. HE SPOKE 
TO GOVERNMENT TECHNOLOGY ABOUT TEXAS’ 
NEW STRATEGIC PLAN FOR INFORMATION
RESOURCES MANAGEMENT AND SEVERAL 
UPCOMING PROCUREMENTS.
 
Texas just released a new Strategic Plan for 

Information Resources. What are its priorities?

Managed shared services will be one signifi cant
focus over the next few years. We’re rebidding 
TexasOnline — our state portal — very soon. 
The current contract with BearingPoint expires 
Aug. 31, 2009. We’ve gone through a request-
for-information [RFI] process, but we’ll initiate 
a procurement officially this fall, and we expect 
to have a contract executed in time to transition
to a new vendor or reconfi rm the relationship 
with our incumbent partner. The second major 
rebid relates to TEX-AN, our statewide high-
speed network. That contract expires Aug. 31, 
2009, so we’re beginning that procurement 
process too.

What capabilities will you look for as you 

rebid those contracts? 

We’re contemplating the technology backdrop 
to the next generation of TexasOnline, as well 
as content enhancements. We’re talking to 
state, customer stakeholder and vendor groups 
through our RFI process to understand the 
environment. What are customers demanding? 
What do citizens need to interact with govern-
ment in a more proactive, productive way? We 
want to leverage our successful TexasOnline 
model, but we’re looking at innovative tech-
niques and technologies to help drive the next 
chapter of the TexasOnline story.

Is this coming at a good time, given the 

emergence of Web 2.0 applications?

Absolutely. There’s a real opportunity now. We 
have to fi nd better ways to collaborate. The pre-
liminary indications are that Web 2.0 will be a 
paradigm shift in how we can communicate, 
interact and synergize with our constituents, 
other government agencies and the business 
community. 

Is the situation similar on the telecom side? 

It’s analogous. As a state, we’re moving away
from provisioning communications technologies
and toward managing cost-effective, advanced 
communications technology services. That’s 
due to the market’s dynamic nature and the 
technology within that market. Internet tech-
nologies and the service offerings inherent in 
Internet protocol technologies offer a tremen-
dous opportunity for a complete paradigm shift 
in how we handle telecommunications. 
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We’re moving away 
from provisioning
communications 
technologies and 
toward managing 
communications 
technologies.
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tate and local 
governments are 
climbing aboard 
the green 
bandwagon, 

although “green building” 
innovations such as energy-
effi cient light bulbs dominate 
the ride. 

Emphasis on lighting is 
understandable given that 
light bulbs devour 22 percent 
of all electricity produced 
nationwide, according to the 
U.S. Department of Energy 
(DOE). But green government 
involves more than the usual 
suspects. Emerging projects 
in state and local government 
show that IT workers have a 
role to play via data center 
consolidations, GIS, inventory 
databases and telework.

Consolidations typically 
get the most attention from 
CIOs because data centers 
account for 1.5 percent of all 
electricity consumption in 
the country, according to 
the U.S. Environmental 
Protection Agency (EPA). 
Data center consolidation 
slashes power consumption 
by eliminating redundant 
processing and unnecessary 
cooling, as well as by 
conserving fl oor space. 
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FROM OPTIMIZING 
DATA CENTERS TO 
TELECOMMUTING, 
GOVERNMENTS GET 
THEIR GREEN ON.

W
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lish alternative energy infrastructure in the 
state — to suggest appropriate locations for 
alternative fuel sites.  

“You’re going to see the adoption of these 
alternative fuels at a much greater rate than 
you would if you were to force employees 
to do all this other stuff . It would cost you 
money. It would slow things down. It would 
interrupt that child support services worker, 
and if you multiply that by 215,000 employees, 
you’ve got yourself a productivity problem,” 
Semmes said.

Th e state also could track vehicle usage 
effi  ciency by installing GPS systems in them. 
However, state leaders have resisted GPS 
vehicle trackers. 

“It’s not part of this project, but it’s some-
thing we’d like to try. A lot of folks have 
wanted to go down this road over the years, 
but when they found out that either the 
modules cost $800 a car or whatever the issue 
was, everybody got cold feet,” Semmes said. 
He said collaboration between the Califor-
nia Department of Transportation and the 
EPA to secure funding for GPS trackers is 

a possibility. If the DGS can’t fi nd 
enough money to install them in 

every car, it could install them 
in some, but in a way drivers 
couldn’t detect which vehicles 
had them, said Semmes.  

Even with that compro-
mise, GPS systems would be 

a tough sell with many state 
employees.
He said the best way to implement 

GPS systems would be with the intent to use 
the data for overall analysis of all vehicle activ-
ity — not individual vehicle travel.

“You can look at the driving habits over 
a period of time and say, ‘Look at that. Th is 
department is driving with a sedan with one 
person in it from this location to that loca-
tion. At the same time, another department 

It may seem loft y to implement green 
projects for environmental concerns alone. 
However, the trick of a successful green IT 
project may be pursuing something the gov-
ernment needs to accomplish anyway. 

For example, agencies typically consoli-
date data centers to reduce costs, simplify IT 
management and improve business continu-
ity. But these initiatives also lower electricity 
bills, which automatically reduces carbon 
emissions. An inventory management 
system cuts costs by eliminating unnecessary 
purchases; it obviously reduces consumption, 
which ultimately lowers emissions. GIS and 
mobile applications eliminate unnecessary 

driving, which improves pro-
ductivity and reduces fuel costs 
— once again, a carbon emis-
sions reduction comes built in 
to that investment.

Green Fleet
California law requires state government 

agencies to cut energy consumption by 20 
percent by 2015. Th e California Department 
of General Services (DGS) intends to meet 
the mandate by collecting information that 
gives the department new insight into state 
operations. Th at insight will be used boost 
effi  ciency and conserve resources, said Will 
Semmes, chief deputy director of the DGS. 

For example, the department — which 
negotiates all statewide vehicle procurement 
contracts — is implementing fl eet manage-
ment changes that will provide better data 
about the use of state vehicles.

Th e 119 California agencies that own at 
least one state vehicle will upload fl eet infor-
mation into a centralized DGS database. 
Th e solution will off er the DGS an unprec-

edented breadth of information for calcu-
lating carbon emissions and other factors, 
said Semmes.

“If you multiply by 50,000 vehicles, 
we’re going to get information we’ve never 
had before about the use of our fl eet in dif-
ferent aspects: the actual disposition of the 
vehicle, whether it was used appropriately 
and whether it was used enough to warrant 
having that vehicle,” Semmes said. “How 
are the emissions? How much fuel did we 
use? Are we buying the right fuel? Where 
did we buy it from, and therefore what 
kind of alternative fuel infrastructure can 
we get in those places where we seem to be 
buying the most?”

Semmes said the database will give the 
DGS a comprehensive view of all state vehi-
cles, making it easier to see if unused vehicles 
could be shared among agencies. Th e project 
could potentially reduce the number of cars 
the state owns and maintains, thereby cutting 
costs and reducing consumption.

Th e DGS also aims to reduce carbon 
emissions by purchasing more alternative 
fuel. Th e agency has many vehicles that can 
operate on traditional or alternative fuel, but 
state workers oft en don’t fi ll them with alter-
native fuel because it’s usually unavailable on 
their routes.  

“I think it’s unconscionable for us to 
demand of a child support worker, 
who just happened to get the E85 
car [that is fueled by a mixture 
of ethanol and gasoline] that 
day, to drive 20 miles out of 
her way to fi ll it up with E85 
when her job, and the only 
thing she’s being judged by, 
is whether she picked up this 
foster kid and took him to the 
right place on time,” Semmes said.

State employees who work out of the 
offi  ce pay for fuel with government credit 
cards. Th e DGS is considering using gov-
ernment purchase card data to determine 
where employees buy fuel for state vehicles. 
Th e agency could then work with the Cali-
fornia Air Resources Board (ARB) — which 
recently received legislative funding to estab-

The United States 
is one of the 
world’s largest 
greenhouse 
gas producers. 
According to 
a survey by the 
Center for Global 
Development, the 
U.S. is responsible 
for one-quarter 
of the globe’s 
carbon dioxide 
pollution.
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    “We can use that benchmarking data to determine what makes sense 
economically and which green things we should be doing. We know
   how much energy the state uses now.”  Will Semmes, chief deputy director, California Department of General Services
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is driving with a sedan with one person in it 
from the same location to the same location. 
Let’s combine the trips and ditch one of those 
cars,’” Semmes said.

Benchmark It
California state government must track 

exactly how much energy it uses — and 
where it uses that energy the most — in order 
to achieve the mandated 20 percent cut in 
energy consumption. Rather than collect-
ing massive stores of data on energy usage 
and building a new database to establish 
benchmarks, Semmes is taking advantage of 
existing resources outside state government. 
Th e federal Energy Star program already has 
a database built for analyzing power con-
sumption. And the power utilities already 
have information on where and how much 
electricity agencies use because electric-
ity is metered. Instead of asking agencies to 
assemble the data, Semmes will have utilities 
download the information directly into the 
Energy Star database.

“We can use that benchmarking data to 
determine what makes sense economically 
and which green things we should be doing,” 
Semmes said.

But there are limits on the level of detail those 
benchmarks would provide at various facili-
ties. In many cases, just one meter measures 
electricity for an entire campus. Semmes said 
the limited benchmarks would at least give 
the DGS a head start as it prioritizes energy 
effi  ciency eff orts.

Mapping the Wind     
Property tax revenue is pouring into a 

once-anemic government budget in Cascade 
County, Mont., thanks to a wind speed GIS 
tool the county provides to wind power 
developers.

Normally when a new business moves to 
Cascade County, it relocates to the city of 
Cascade for access to sewer and water infra-
structure. Consequently outlying county 
areas oft en get no additional tax revenue 
from new businesses. Wind turbines, though, 
are ideally suited for rural land, said Peggy 
Beltrone, Cascade County commissioner. 

What effect have budget constraints 
had on your department’s ability to 
meet green IT goals?

They have constrained 

green IT efforts. 49% 

They have been a driver 
for green IT efforts. 16%
No impact 35%

Readers were asked to rate green IT as both 
a political priority and an IT priority in their 
jurisdiction. The results show strong align-
ment between the political and operational 
drivers for energy conservation.

Does your organization 
have the ability to meter 
and monitor power 
consumption of the data 
center independent 
of the facility in which 
it is housed?

How Green Is Your IT?
Almost 150 Government Technology subscribers responded to a February survey on green technology. Forty percent of those respondents 
came from state government, and another 40 percent came from local government. Subscribers from federal government, higher education 
and K-12 schools made up the rest. Here are the results:

In the next year, how much do you 
anticipate energy costs for your data 
center will increase?

I don’t anticipate an increase 28% 
1 to 10 percent 40%

10 to 20 percent 25%
20 to 30 percent  7%
More than 30 percent 1%

Which of the following is your organization 
considering to reduce its impact on 
the environment? (Please check all 
that apply.)
Refreshing equipment with 
Energy Star-compliant models 49% 
Encouraging energy-conscious

behavior among employees 67%

Implementing telecommuting 
programs 21%
Implementing green procurement  23%
Using Green Grid protocols 
in data center management 11%
Other 12%
None 15%

Should your jurisdiction 
have a chief green 
offi cer/chief sustainability 
offi cer?

Political Priority

IT Priority

12%

12%

20%

20%

37%

41%

22%

20%

10%

7%

No 72%

Yes
28%

No 62%

Yes
39%

 19

1.

2.

3.

4.

5. 1 = Not a priority

5 = Top priority

What percentage of your IT budget does 
energy consumption account for?

Less than 10 percent 15% 
More than 10 but less 
than 25 percent 12%
More than 25 but less than 
50 percent 6%
More than 50 percent  1%
Energy consumption is not 
calculated as part of my budget 19%
Don’t know 47%
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holds a seat on the DOE’s Wind Powering 
America Committee, which promotes wind 
energy nationwide. 

“Now I’m really at a point where I can talk 
about Cascade County because I’m at national 
meetings and making speeches on behalf of 
what the federal government’s been doing,” 
Beltrone said.

  

The Telework Option
Many vendors pitch telework products as 

a way for governments to attract and retain 
a skilled IT work force. Telework also off ers 
green benefi ts — fewer polluting cars in the 
fl eet and fewer cubicles in the offi  ce mean less 
consumption. 

Virginia already utilizes telework for IT 
workers. Roughly 40 percent of the Virginia 
Information Technologies Agency’s (VITA) 
work force telecommutes at least one day per 
week, said Aneesh Chopra, VITA’s secretary 
of technology.

“It’s a priority for our governor, and the 
security issues can be addressed if you pay for 
the appropriate security standards and you 
have the right tools in place,” Chopra said.

He said adjusting management styles to 
accommodate telework is more challenging 
than solving security issues. Chopra contends 
agency managers must learn to manage based 

Strong, predictable wind patterns that are 
attractive to wind power providers can be 
found in many parts of Montana. Cascade is 
competing for attention by removing some 
of the preliminary work that providers would 
typically do before constructing turbines. 
Providers can attain maps of the area’s pre-
vailing winds from the EPA, but the Cascade 
wind power GIS tool off ers additional infor-
mation the EPA doesn’t include.

“We stick the topography layer in so they 
know if the wind source is sitting on top of 
a mountain — that wouldn’t be as good [a 
location to build] because you need roads to 
get up to it,” Beltrone said. “We have the land 
database, so if they’re interested, they can 
know exactly who owns the property. You 
can’t get that on a federal map. We’ve also 
plotted the power lines on the map.” 

Th e county started the project in 2002, 
and two years later successfully attracted 
Horseshoe Bend, the fi rst wind farm facility 

Cascade County brought in by 
using the GIS tool. Th at facil-
ity began generating power 
in 2006. Th e facility features 
six 1.5-megawatt turbines, 
with a combined value of $10 
million.

“Th e taxes off  a project like 
that are considerable. It goes 
directly to the funds that des-
perately need money to serve 
the rural parts of the county. 
Per turbine, the project brings 
in about $25,000 per year in tax 
revenue. A project of six tur-

bines might be $150,000 in taxes, although it’s 
going to decrease every year because of depre-
ciation,” Beltrone said. “Th at’s real money, 
and it’s going to schools, libraries, health 
departments and road departments.”

Th at revenue came from a GIS tool that 
cost almost no extra money, because the 
county already had an active GIS team in 
place.

Th e Horseshoe Bend facility is locally 
owned, but most wind providers will lease 
land from farmers for the turbines, said
Beltrone. Th at will bring extra income to 
landowners.

“Th e large industrial-size wind projects 
are owned by multinational corporations that 

lease the land. A farmer who puts a turbine 
on his property might have a lease that would 
pay between $3,500 and $4,500 per year, per 
machine,” Beltrone said.

Four other wind power companies are 
exploring Cascade County as a potential site, 
she said, and they were attracted to Cascade 
through the GIS tool. Beltrone said a private 
Cascade County citizen even used the GIS 
tool to build a wind turbine to produce his 
own onsite generation.

Th e project also made Beltrone a national 
player in the wind energy industry. She now 
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    “What I’ve really seen that can give you the most 
cost-effective benefits are simple green initiatives, like 
energy-efficient equipment and consolidation.” Lara Coffer, technology center operations division director, Texas Department of Information Resources

The U.S. wind 
energy industry 
ballooned in 
2007, installing 
5,244 megawatts 
and expanding 
U.S. wind power 
generating capac-
ity by 45 percent. 
Wind farms will 
generate an esti-
mated 48 billion 
kilowatt-hours in 
2008. — Global Wind 
2007 Report

Texas 4,356.35 1,238.28 25.9% 
California 2,438.83 45 14.5% 
Minnesota 1,299.75 46.4 7.7% 
Iowa 1,273.08 116.7 7.6% 
Washington 1,163.18 126.2 6.9% 
Colorado 1,066.75 0 6.3% 
Oregon    885.39 15 5.3% 
Illinois    699.36 108.3 4.2% 
Oklahoma         689 0 4.1% 
New Mexico    495.98 0 2.9%
Source: Global Wind 2007 Report 

State Existing wind power 
capacity (megawatts)

Wind power capacity under 
construction (megawatts)

Percent of total U.S. wind 
power installations (existing)

Top 10 states by megawatts of wind power generating capacity, as of Dec. 31, 2007
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Weknowwhat it takes to be a Tiger.
According to our landmark research on leaders in 35
industries, high performers consistently excel at 
translating information into business value, particularly
through the strategic use of IT. For an in-depth look 
at our study of and experience with high performers,
visit accenture.com/research 
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tions division director for the Texas Depart-
ment of Information Resources (DIR). 

IBM won the outsourcing contract. Th e 
consolidation will centralize IT management 
and eliminate redundant functions.

“We have duplicate systems. For example, 
everybody’s running their own e-mail systems. 
Everybody’s running their own domain name 
systems,” Coff er said. 

Coff er said she prefers to advocate those 
green initiatives that are side benefi ts to proj-
ects that serve other state needs. Th e DIR used 
the green component of its consolidation to 
sell it to the Legislature. 

“Th ere are so many people who think of 
green as building out of materials that are 
recyclable. What I’ve really seen that can give 
you the most cost-eff ective benefi ts are simple 
green initiatives, like energy-effi  cient equip-
ment and consolidation,” Coff er said.

Servers in the new data center use direct 
current (DC) technology, which is about 12 
percent more effi  cient than the more common 
alternating current (AC) server technology, 
according to DC Power for Improved Data 
Center Effi  ciency, a report from the Lawrence 
Berkeley National Laboratory.

Th e new data center also uses sophisticated 
cooling technology that enables the facility 
to cool servers while using less power, said 
Coff er. GT

on workers’ production rather than the dura-
tion they see them at their desks.

Chopra said he thinks part of the reason 
the VITA’s telework participation is so high 
is that Virginia moved all of its IT workers 
last year to a facility 20 miles south of the old 
Richmond, Va., building. Th e move created 
a longer commute for many workers, which 
made telework more attractive.

Chopra said the process hasn’t required 
dramatic changes to employee and manager 
interactions. Some telework advocates rec-
ommend equipping remote employees with 
Web cameras and other communication 
devices. But Virginia’s current IT workers 
adjusted well to telework using BlackBerrys 
and e-mail, Chopra said. 

Beyond the green benefi ts, telework and 
fl exible work hours will play a critical role in 
attracting young IT workers, according to 
Mitzi Higashidani, chief deputy director of 
the California Department of Technology 
Services.

“Th ey may work at 3 a.m. because that’s 
when they’re awake. Perhaps their highest 
performance and creativity peak is at that 
time,” Higashidani said.

She said California’s purchasing habits are 
already refl ecting the move to telework.

“We’re retooling. We are no longer buying 
desktops. Everybody who shows up to work 
is going to get a laptop and a phone. Work 
is going to happen through Web conferenc-
ing. Some managers expect you to show up to 
meetings, but you don’t have to see the person 

for it to be a personal experience,” Higashi-
dani said. “When the work force moves out 
and becomes mobile and fl exible, you have 
to stay in touch more through phones and 
other tools. Blogs, wikis and similar technol-
ogies will be the way this work force works. 
Baby boomers are slow in adopting that.”

She added that California is developing a 
security strategy to make telework possible. 
Currently telework happens on a limited 
basis, said Semmes.

“Th ere is no overall telework policy. It’s 
done department by department, which is 
common sense because it gives managers 
fl exibility,” Semmes said.

Almighty Data Center
Government data center consolidation is 

now commonplace across the country. For 
instance, Texas is midway through a massive 
outsourced consolidation eff ort, reducing 
5,500 physical servers down to 1,300. Th e 
project also will cut 15 mainframes to six. 
Much of the consolidation is powered by 
virtualization technology, which has become 
increasingly popular. 

Texas pursued consolidation to cut costs 
and reduce the staff  it needed to maintain IT. 
Th e resultant green benefi t was not a primary 
motivation, but it came in handy when 
selling the project to the Texas Legislature, 
said Lara Coff er, technology center opera-
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     “It’s a priority for our governor, and the security issues 
can be addressed if you pay for the appropriate security 
standards and you have the right tools in place.” Aneesh Chopra, secretary of technology, Virginia Information Technologies Agency

    “When the work force moves out and becomes 
mobile and flexible, you have to stay in touch more 
  through phones and other tools.”  Mitzi Higashidani, chief deputy director, California Department of Technology Services
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(Guess who’s coming to the 
rescue.)(Guess who’s coming to the 
rescue.)(Guess who’s coming to the 

rescue.)

We’re there with the printing solutions you need.
A splash of color makes everything look better, especially your presentations. And today’s color printers are faster, more efficient and 
easier to maintain than ever. With CDW•G, finding the right printer is a breeze. We’ll provide you with a personal account manager 
who knows the government buying process – so you’ll get the competitive pricing you need. And with a wide selection of choices 
from the top brands, there will be no shortage of options to choose from. So for professional, beautiful color documents, call CDW•G
today. A colorful new world is just a phone call away.

Color presentations will make them green with envy. 
CDW•G has the right printers for the job.

solutions you need.
better especially your presentations And today’s color

• Network-ready, color laser printer
• Mfr. speed rating: up to 22 ppm black and color
• Print resolution: 600 x 600 dpi with HP ImageREt 3600
• Duty cycle: 65,000 pages per month
• USB 2.0 and Ethernet ports

HP Color LaserJet® CP3505n Printer

Black $132.99 CDWG 854434
Cyan $169.99 CDWG 854466
Yellow $169.99 CDWG 854468
Magenta $169.99 CDWG 854472

HP CP3505 Series Toner Cartridges

$899 
-300

•  Built-in support for IPsec and security features including 
password-protected configuration, SSL/ TLS, SNMP 
version 3, 802.1X authentication and IPP over TLS

•  Maximizes available speed with support for Gigabit networks 
and Fast Ethernet

$458.84 CDWG 937735

HP Jetdirect 635n IPv6/IPsec Internal Print Server

INSTANT 
SAVINGS1

CDWG 1153029

$599

A splash of color makes everything look better, especially your presentations. And today s color printers are faster, more efficient and 
easier to maintain than ever. With CDW G, finding the right printer is a breeze. We’ll provide you with a personal account manager
who knows the government buying process – so you’ll get the competitive pricing you need. And with a wide selection of choices 
from the top brands, there will be no shortage of options to choose from. So for professional, beautiful color documents, call CDW•G
today. A colorful new world is just a phone call away.

better, especially your presentations. And today s colo
W•G, finding the right printer is a breeze. We’ll provide y

1After instant savings; offer valid through 7/31/08 or whiles supplies last. Offer subject to CDW•G’s standard terms and conditions of sale, available at CDWG.com. 
©2008 CDW Government, Inc. 
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EDITOR’S NOTE: 
THIS IS AN EXCERPT 

FROM  SIMPLY GREEN, 
A NEW WHITE 

PAPER FROM THE 
CENTER FOR DIGITAL 

GOVERNMENT. 
THE ENTIRE PAPER 

IS AVAILABLE AT 
WWW.CENTER

DIGITALGOV.COM.

G
artner predicts energy costs could 
soon consume as much as half of an 
organization’s IT budget, so running 

cleaner, cooler and cheaper — from the data 
center to the farthest reaches of an organiza-
tion — may make “green” the last best chance 
to stay out of the red.

“Data centers are the energy hogs of the 21st 
century,” said Aneesh Chopra, Virginia’s secre-
tary of technology, “and if we all believe we need 
to have renewable energy and energy indepen-
dence in this country, those of us in the IT com-
munity must step up and acknowledge that we 
are net consumers in a signifi cant way.”

Indeed the hogs have a huge appetite. Data 
centers consumed 61 billion kilowatt-hours 
of power in 2006, according to a U.S. Environ-
mental Protection Agency (EPA) report last 
year to Congress. That’s 1.5 percent of all power 
consumed in the United States — at a cost of 
$4.5 billion. The EPA offered no approxima-

tion of how much of that is attributable to 
state and local government, but it estimated 
federal data centers were on the hook for 
10 percent of that total.

If there is an imperative, it is over energy 
waste. “The information technology function is 
responsible for a major portion of an organiza-
tion’s power consumption — often needlessly 
so,” said Mike Mittleman, deputy CIO of New 
York state.

The remedy begins with a “focus on improv-
ing power effi ciency for those business aspects 
unquestionably under CIO control, [which] 
should have a salubrious impact on the orga-
nization’s carbon footprint,” Mittleman said, 
referring to emissions of man-made carbon 
dioxide, which is a greenhouse gas. “Given the 
spiraling cost of power, the CIO is obligated 
to implement strategies that will reduce con-
sumption; responsible organization citizenship 
demands nothing less.”

HERE ARE TIPS FOR TAMING THEIR APPETITES.
DATA CENTERS ARE ENERGY HOGS.

PAUL W. TAYLOR  |  CHIEF STRATEGY OFFICER | CENTER FOR DIGITAL GOVERNMENT
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the emerging set of greener practices 
suggests organizations should build on long-
established data center disciplines. Here are 
nine steps to start:

Take a broad, holistic view of the orga-
nization and its operations in assessing 
energy use, and factor energy and 
cooling cost reduction into life cycle 
management.
Consider power effi ciency as a key 

placement attribute in scheduling server 
workloads.
Balance energy consumption and uti-
lization when picking platforms. CPU 
utilization averages 90 percent on a 
mainframe but only 5 percent to 15 
percent on servers. At the processer 
level, activate “throttle down” features 
to reduce energy consumption and con-
sider migration to multicore processors 
which provide better performance at 
lower clock speeds.
Compare blade servers and rack servers 
on the basis of computing capacity 
and power and cooling requirements 
— not on space. Th e calculations, not 
to mention operational considerations, 
are complex and deserve disciplined 
analyses. For example, blade and virtu-
alization technologies result in denser 
data centers that require more power 
and more cooling, but server consolida-
tion through virtualization can result in 
signifi cant energy savings.
Measure and monitor the energy con-
sumption of servers at least annually.
Choose more effi  cient power supplies 
for servers and recognize that redun-
dancy and load sharing strategies raise 
both uptime rates and energy use. Many 
rack servers ship with supplies that 
are 60 percent to 70 percent effi  cient 
— but the Energy Star 80 Plus require-
ment, which requires power supplies 
in computers and servers to be at least 
80 percent energy effi  cient, can save 
an estimated 301 kilowatt-hours per 
server annually.
Use the operating system to ration the 
voltage going to the processor, particu-
larly as new power management features 
in new operating system releases provide 
granular controls.

1.

2.

3.

4.

5.

6.

California CIO Teri Takai is less confi -
dent about the prospects: “We are the main 
power consumers in the state and our costs 
are rising. Replacing our old equipment 
with energy-effi  cient equipment sounds 
great but is very hard to justify. Replacing 
old facilities is even harder. And while vir-
tualization sounds great, we are still fi ghting 
to consolidate physical data centers. How 
are we going to consolidate across servers 
that we can’t get into the same room? I am 
a great believer that CIOs need to get the IT 
shop in order before they branch out to take 
over the world.”

Th ese are very real challenges, but gov-
ernment agencies can overcome them. 
Th ere’s tremendous opportunity for energy 
reduction and increased performance.

In a meeting with technology fi rms in 
Silicon Valley, Andrew Karsner, an assis-
tant secretary for the U.S. Department of 
Energy, characterized computer systems 
as “an absolute juggernaut” of energy con-
sumption. He argued that industry and gov-
ernment share a moral obligation to ensure 
the country’s energy security.

As energy consumption and related 
costs have increased for data center facili-
ties, so too has the workload. In 2006, data 
centers around the world managed 161 
exabytes, which equates to 161 billion GB. 
Th e information created, captured and 
replicated is on track to grow sixfold by 
2010 to 988 exabytes. 

But there is apparently no correlation 
between workload and energy consumption. 

“In a typical data center, the electricity 
usage hardly varies at all, but the IT load 
varies by a factor of three or more. Th at tells 
you that we’re not properly implementing 
power management,” said Amory Lovins, 
chief scientist of the sustainability-focused 
Rocky Mountain Institute, in Seven Steps to 
a Green Data Center, published in Comput-
erworld UK last year.

In addition, the Robert Frances Group 
estimates that power and cooling costs 
for data centers consume as much as 40 
percent of the operating costs of the build-
ings in which they are housed. Moreover, 
Gartner estimates that 60 percent of a data 
center’s energy consumption is wasted.

Always On vs. Turn It Off
Th e chief performance attributes of data 

centers — availability, reliability and sheer 
horsepower (performance) — are at odds 
with the conservation-based assumptions 

of sustainability. Th rough experimenta-
tion with available tools, and the promise of 
new functionality in subsequent “greener” 
releases, data center operators and their 
providers (as well as analysts and other 
observers) are working on a number of 
emerging practices that may result in an 
honorable compromise between perfor-
mance and sustainability. In broad strokes, 
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  “Given the spiraling cost of power, the CIO is 
        obligated to implement strategies that will reduce   
 consumption; responsible organization citizenship 
                     demands nothing less.” Mike Mittleman, deputy CIO, New York state
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Protecting your agency’s data isn’t just your job, it’s your duty. Centralized CA Identity & Access Management (CA IAM) 
solutions help you meet the challenge while reducing risk. So the right people have access to the right things.
Vital assets, including mission-critical data, applications and systems, remain safe and secure. Allowing you to excel 
in your other duties—like increasing effi ciencies, reducing costs and meeting ever-shifting regulatory requirements. 
For more information, go to ca.com/government.
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Take advantage of metrics and models 
developed by industry initiatives such as 
Th e Green Grid to improve the energy 
effi  ciency of existing data centers and 
plan more eff ectively for new facilities.
Adapt performance dashboards to 
refl ect sustainability measures, including 
metrics such as energy eff iciency, emis-
sion and waste reduction, and supply 
chain and staff  management.
Remember the classically simple (but 
oft en overlooked) answer: When not in 
use, turn it off .   

Clearly data center optimization is a 
much larger undertaking than even the 
most refi ned list can capture. 

Enter Th e Green Grid, a not-for-profi t 
industry consortium focused on “advancing 
energy effi  ciency in data centers and com-
puting ecosystems.” It has completed the key 
elements of its technology road map, and the 
fi rst priority is developing metrics for bench-
marking, measuring and optimizing data 
center power consumption.

Th e consortium was welcomed as an 
aggregation point as the industry and data 
center operators struggled to come to terms 
with green IT. Even at that, some analysts 
worried that the consortium’s ties to indus-
try might hold it back from the kind of 
innovation needed to re-imagine the data 
center as part of a sustainable ecosystem.

It is worth noting that Th e Green Grid 
aspires not only to help tune up existing data 
centers, but also to help planners make smarter 
decisions when and if they are able to rethink 
data centers and build them from scratch.

Lean and Green
Chopra looks to the private sector for the 

needed innovation to fundamentally reform 
data centers. “We need to encourage our 
vendor community to build green-friendly 
data centers and server farms,” he said, “so we 
can be proper stewards of our resources.” 

One example of industry-led innovation 
is found at the intersection of modularization 
and sustainability. In late 2007, a computer 
manufacturer unveiled a full data center in 
a box — and delivered it on a truck. Th e big 
digital prefab is “a pre-confi gured, fully con-
tained data center in a shipping container.” 

7.

8.

9.
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Energy Best Practices  
A Contrarian Consensus

The greenest data center is the one that you don’t build; the greenest server or storage device is 
the one that you don’t buy; and the greenest watt of electricity is the one that you don’t use.

Planning the Work, Working the Plan

Fewer than half of organizations monitor the energy consumption of their data centers, 
according to a 2007 study by the Economist Intelligence Unit. The co-location of data centers 
in dual-use buildings often makes it diffi cult to meter IT energy consumption separately. As a 
fi rst step, uninterrupted power supply systems can act as a surrogate in monitoring power 
consumption by mission-critical gear. What is a data center operator to do?

Draw on Best Practices

Assess and plan.
Consolidate and ladder refreshes with energy-effi cient replacement servers.

Get Dense

If you must own, share.
If you must operate your own, then consolidate, modularize, virtualize and rethink fl oor space. 
If you go after your own servers, go after storage too.

 Data centers were the original shared service where multiple public entities could avoid 
duplicate investments in raised fl oor space, uninterrupted power supply and environmental costs. 
Looking ahead, systems will consume available power supplies much faster than fl oor space, and 
the cost of power is more volatile than real estate.

In one manufacturer’s assessment of what it characterizes as a typical data center, 15 percent 
of power is consumed by storage, 26 percent by computing servers and fully 59 percent is con-
sumed by cooling.

Consolidation and virtualization matters because low server utilization rates waste energy and 
virtualization increases utilization. Finally modular design lets systems run at load — where energy 
performance is at its peak — or alternatively, to turn off when not at capacity.

Cool Running, not Cold

Data centers should not be mitten- or sweater-cold, yet data center employees often sport the 
layered look to be comfortable at work. There is sometimes historic or cultural resistance to the 
idea of raising temperatures in the data center out of concern for the operating temperatures of 
mission-critical machines. Yet the American Society of Heating, Refrigerating, and Air-Condition-
ing Engineers may expand its recommended specifi cations for server temperature by as much as 
80 percent and humidity ranges by 60 percent, suggesting there might be operating tolerances to 
be exploited.  

To those ends:

Aggregate high-demand systems and use rack- or row-based cooling systems to do what 
room-based air conditioning cannot.
Make sure heating, ventilation and air conditioning systems are working for you, not against 
you. Lukewarm isn’t a solution. Separate the hot aisle from the cold aisle.
Run chillers at off-peak hours and use stored energy during peak loads.
The installation of blanking panels — pieces of metal that prevent air recirculation — can 
reduce energy loss through unused vertical space in open-frame racks and rack enclosures, 
which creates unrestricted hot air recycling and causes equipment to heat up unnecessarily. 
Lawrence Berkeley National Laboratory suggests that data centers can tap cooler seasonal 
weather to economize by using air-side economizers, which typically sense and fi lter outside 
air and allow it to enter the data center when conditions, such as temperature and humidity, 
are within acceptable engineering parameters.

•
•

•
•
•

•

•

•
•

•
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Th e manufacturer says the data center module 
“is optimized for maximum density, perfor-
mance and energy effi  ciency.” What’s more, it 
is built with recyclable parts and components.

Th e modular approach — particularly if 
it’s available as a leased product, or better 
yet under a soft ware-as-a-service off ering 
— fi ts with the dual but confl icting demands 
for greater capacity amid oversubscribed 
budgets. A new modular infrastructure, with 
or without a new business model, comes 
with added sustainability benefi ts too. 

Conventional public-sector data centers 
tend to be on elongated amortization sched-
ules, and new or replacement facilities have 
very long gestation periods. “It’s a capital con-
struction project, and it can take many years 
to get it approved,” said Doug Robinson, 
executive director of the National Association 
of State Chief Information Offi  cers.

Timing may not be everything in a political 
environment, but it is important. Washing-
ton state’s timing could not have been better. 
With careful planning and sophisticated 
stewardship through the state planning and 
budgeting processes, the Washington State 
Department of Information Services (DIS) is 
expected to break ground on an all-new and 
very green data center this spring.

Th e new 166,000-square-foot data center 
is the defi ning feature of a 456,000-square-
foot, $260 million offi  ce complex that will 
be built on one of the last available spaces on 
Olympia’s Capitol campus.  Th e DIS complex 
— to be completed in 2010 — will provide 
new offi  ces for the host agency as well as the 
Washington State Patrol, Department of 
General Administration and other smaller 
agencies. Th ose departments need a new 
building because their existing home — a 
nondescript, 1950s-era cinder brick building 
with spectacular views of Capitol Lake and 
downtown Olympia — is slated for demo-
lition to make way for a politically prized 
Heritage Center, described as “the most 
important construction project in Olympia 
since the Capitol was fi nished in 1928.” Th e 
operational need to replace the existing 32-
year-old DIS data center certainly factored 
into the decision, but it benefi ted from being 
seen in the context of the larger Capitol 
campus transformation.

Sustainability and effi  ciency were inte-
grated into the bid for the new DIS complex, 

as they have been since 2005 under an execu-
tive order. Th e order requires, in part, that 
major construction projects “be built and 
certifi ed to the U.S. Green Building Council’s 
Leadership in Energy and Environmental 
Design (LEED) silver standard.”

DIS Director Gary Robinson said the return-
on-investment considerations related to silver 
certifi cation were addressed at the predesign 
stage. Th e project has moved successfully to the 
design stage, with the Seattle-based fi rm Wright 
Runstad & Compan y under contract to develop 
and build the complex.

In some pubic installations, LEED silver 
compliance produced operational savings of 
up to 35 percent. Gartner suggests that such 
savings do not come for free, estimating that 
“going green may add 10 percent to 15 percent 
[to] capital equipment and operational costs.”

Nevertheless Gartner estimates that by 
2011 a quarter of new data centers will be 
strikingly diff erent than those operating 
today, with “mechanical, electrical, thermal 
and hosted computer systems designed for 
maximum energy effi  ciency.”

Th e new Washington state facility may 
be prototypical of the new green breed of 
data centers. It is scheduled to come online 
in 2010. Th e transformation will be televised 
— DIS plans to maintain a live Web stream 
from the construction site. 

29   

The LEED Silver Standard

Certification at the silver level of 
Leadership in Energy and Environmental 
Design (LEED) Green Building Rating 
System compliance or achievement 
requires a building project to earn 33 to 
38 points of a possible 69 across six areas 
of examination:

site sustainability;
water efficiency;
energy and atmosphere;
materials and resources;
indoor environmental quality; and
innovation and design process.

The rating system encourages and 
accelerates global adoption of sustainable 
green building and development practices 
through the creation and implementation 
of universally understood and accepted 

•
•
•
•
•
•

Bring You a New
IT Governance 

Resource Center

Public CIO and CA

Real Solutions for Real Problems

Visit our IT Governance Resource 
Center at: www.public-cio.com

for assessment tools, business cases, whitepapers, 
case studies and other valuable resources to help 
you address these issues. Find real solutions in:

• Enterprise IT Management

• IT Governance

• Identity and Access Management

• Project and Portfolio Management
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    Th e state of the state
IT budgets may not be 
          as dire as some claim.
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Budget

State budgets across the country are being cut at an alarming 
rate. From Alaska to Florida, funding shortages threaten to 
cripple government agencies that provide the services people 

depend on. “Crisis” is the unspoken word of the day, especially in IT 
shops where diminished resources may be insuffi cient to cope with 
the looming onslaught of work as agencies beg for technology to 
save them from a fi scal nightmare.

Does that sound about right? Or does that sound less like reality 
and more like sensational reporting? Everywhere you look, it’s 
supposedly doom and gloom — the economy is headed toward 
recession, and states’ only hope for prosperity is an Indian casino on 
every street corner. There are so many stories about budget crises 
that it becomes easy to just assume it’s all true.

But is it? What is the fi nancial reality for state IT? What strate-
gies are being investigated and deployed? And most importantly, 
is the sky really about to fall — or is it just another storm that must 
be weathered?

I L LU S T R AT I O N  B Y  TOM McKEITH

BluesBlues
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Silver Lining
It’s hard for anyone to claim the economy 

is doing well, but that doesn’t mean it’s time 
to declare DEFCON 1. Most people would 
agree the economy has taken a downward 
turn due to the weakened U.S. dollar and the 
housing market collapse. Not surprisingly, 
the way that carries over to state budgets 
diff ers from state to state.

Last year wasn’t so bad for state budgets, 
according to Th e Fiscal Survey of the States, 

a December 2007 report by 
the National Association of 
State Budget Offi  cers and the 
National Governors Asso-
ciation: “State fi scal conditions
remained strong for most 
states in fi scal 2007, but overall 
growth slowed slightly from the 
robust conditions of fi scal 2006. 
Revenues were generally stable, 
and only one state was forced to 
make midyear budget cuts.”

Th at description does not 
jibe with the supposed budget 
calamity that states are bracing 
for. Some states, such as Mis-
souri, actually are in good shape 
going forward.

“In Missouri, for the current 
fi scal year and the next, the 
consensus revenue estimate is 
that barring a crisis, the rev-
enues will be aligned with the 
budget,” Missouri CIO Dan 

Ross said. “So we’re not seeing [shortfalls] on 
the immediate horizon, anyway.”

His account is jarringly pedestrian. It turns 
out that while things aren’t great, the budget 
picture is OK. For CIOs like Ross, that’s the 
way it usually is — small budget reductions 
come annually, sometimes 10 percent and 
sometimes less. Each cycle forces his IT shop 
to be more agile to compensate. 

Ross is a big advocate of IT consolida-
tion. It has helped his agency through the 
lean times, he said, and also generated tan-
gible savings that were reinvested in service 
delivery. Th at reinvestment in technology is a 
critical part of his strategy for Missouri.

“IT consolidation has really helped Mis-
souri, and I would highly recommend it as a 

way to stave off  those kinds of reductions in 
resources. Th ere are so many opportunities 
to achieve cost savings, effi  ciencies or cost 
avoidances,” he said. “It’s imperative that 
funds be invested in [technology], because if 
we fail to do that, we’ll face service interrup-
tions and speed and capacity issues. So while 
technology has stood in the gap these last 
several years, there’s a great need to reinvest 
to keep that technology current.”

Ross also points to other techniques that 
he uses to keep his agency above water: Devel-
oping common architecture standards and 
instituting bulk buying have saved money 
for Missouri. Establishing service-level agree-
ments and building good relationships with 
vendors also helped take the sting out of 
diminished resources. 

One area that is oft en targeted for cuts, 
especially in IT, is employee training. Ross 
is adamant that these cuts are self-defeating, 
particularly with a massive loss of institu-
tional knowledge looming on the horizon as a 
wave of IT workers near retirement age. 

“I would not throw out training,” said Ross. 
“I think that’s an investment, and your ability 
to deliver products and services depends on 
keeping your staff  sharp. While for some that 
would be one of the fi rst things they would 
cast out, we hung onto the budget for provid-
ing either formal degree training or technical 
training to keep our tools sharp.”

 

Phoenix Rising
Maybe you’re not convinced. Maybe 

you think Missouri is an oasis in a desert of 
economic despair. It isn’t. In the arid 
Southwest, for instance, the heat is still 
more oppressive than the fi scal situation. 
Arizona was hit rather hard by America’s 
housing mess because of the state’s depen-
dence on construction and real estate for its 
economic lifeblood. 

Arizona CIO Chris Cummiskey said sales 
tax revenues have been impacted and eco-
nomic growth has slowed from 8 percent or 
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Missouri CIO 
Dan Ross is 
an unassuming,
Southern gentle-
man who also 
happens to be 
making a big 
splash in public-
sector IT. Ross’ 
efforts with con-
solidating IT in his 
state have earned 
a lot of praise. 
He has also gone 
above and beyond 
by attempting to 
recruit future state 
IT employees in 
the virtual world 
of Second Life. 
This out-of-the-box 
thinking serves 
Ross well during 
tough times. 

   “While technology 
  has stood in the 
    gap these last 
  several years, there’s 
    a great need to 
  reinvest to keep that 
  technology current.”
 Dan Ross, CIO, Missouri

Convention Center, Phoenix
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9 percent in fi scal 2007 to just 3 percent or 
4 percent in fi scal 2008. Th e state’s executive 
leadership has placed a premium on enhanc-
ing productivity and effi  ciency to off set lost 
revenue. Cummiskey said that challenge can 
be met with some eff ort and ingenuity.

“We try to fi nd ways to create programs 
that can benefi t in a shared services kind of 
environment,” he said. “Th ings like project 
management certifi cation programs or ways 
of expanding Web conferencing tools for 
better effi  ciencies and cost savings. Th at’s 
what we’re working on: how to put pro-
grams in place that will benefi t all 115 agen-
cies, boards and commissions in a way that is 
smart going forward.”

Cummiskey has additional strategies to 
help his agency thrive even when budgets 
are lean. Enterprise licensing arrangements, 
for example, are simple ways to cut costs. 
Instead of the state’s 60-plus agencies pur-
chasing soft ware licenses on their own, 
Cummiskey’s enterprise approach generates 
signifi cant savings. 

Cummiskey also is looking seriously at 
service-oriented architecture (SOA). Th ough 
transitioning to SOA isn’t an immediate solu-
tion for current issues, it could position the 
state to meet future challenges while continu-
ing to deliver services.

Th e budget crisis may not be as dire as 
some make it out to be, but budget cuts will 
be unavoidable because many states are 
feeling a pinch. However, there are good 
and bad ways to approach these reduc-
tions. Ross and Cummiskey contend that 
traditional, across-the-board budget cuts 
do more harm than good. Bill Eggers, the 
global director of Deloitte Research-Public 
Sector, has long argued this point and notes 
that sweeping cuts don’t take into account 
IT’s ability to help the enterprise do more 
with less. 

“IT budgets shouldn’t be exempted from 
budget cuts, but there’s a right way and a 
wrong way to cut IT,” said Eggers. “Th e 
wrong way — but also the most popular way 
— is across-the-board cuts. As with a star-
vation diet, such slash-and-burn cutbacks 
are usually undone as soon as tax revenues 
begin fl owing back into government coff ers. 
Instead governments should take a more 
tactical approach by driving out excess costs 
and creating additional value by transform-
ing their IT cost base, structure, priorities 
and infrastructure.”

 In Arizona, Cummiskey said Gov. Janet 
Napolitano has adhered to the strategy 
Eggers described. Instead of cutting all agen-
cies’ budgets without regard to their capa-
bility, Arizona’s governor opted for a more 
exacting approach.

“Th e governor has actually promoted a 
balanced approach to bridge to better eco-
nomic times,” Cummiskey said, “which is 
to say some agency cuts and reductions are 
targeted, not across-the-board, and really go 
in surgically and look at areas where we can 
realistically make reductions.”

Is California Still Golden?
In California, dire budget projections have 

been a topic of discussion for the last decade. 
Th is time the state may be in a genuine budget 
crisis, with a $14.5 billion defi cit estimate 
for 2008. However, leadership in the state’s 
Department of Technology Services has 
remained strong, and new CIO Teri Takai 
is confi dent her agency can help the state 
through its economic woes. 

Takai, former Michigan CIO, is just a few 
months into her new position, having taken 
the reins from Clark Kelso, who now serves 
as the federal receiver overseeing health care 
for California’s prison system. 

“Clearly we are spending dollars on IT, and 
we have to make sure we’re looking at those 
dollars and channeling those to the highest-
priority projects,” Takai said. “Th e second 
thing we want to do is take an enterprise look 
at what we’re doing because it could very well 
be that, if several organizations work together 
to put an application out, there may be a way 
to use the monies more eff ectively.”

For Takai, dodging the budget crunch is all 
about IT optimization, which is another strat-
egy Eggers has consistently championed.

Chris Cummiskey, CIO, Arizona
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Bill Eggers, Global Director, 
Deloitte Research-Public Sector

 33

California capitol building in Sacramento
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In a Deloitte report, Cutting Fat, Adding 
Muscle, Eggers writes that states should 
“wring savings out of current government-
wide technology spending by optimizing IT 
operations and use it to invest in cost-cutting 
and revenue-producing information tech-
nology projects. Th is approach off ers the best 
hope for reducing IT budgets without cutting 
into core IT services or impeding the ability 
of governments to continue to invest in IT 
projects that can help reduce the costs of gov-
ernment programs and business processes.”

Th e report off ers several examples of how 
to optimize IT. Th e underlying principle: 
Building an IT infrastructure that is tailored 
to the needs of the state as an enterprise 
enhances IT eff ectiveness, resulting in the 
ability to do more with the same or less. Th is 
principle is refl ected by the eff orts of Ross 
and Cummiskey. It’s also an approach Takai 
intends to continue in California.    

the same word for crisis as they do for oppor-
tunity. Homer Simpson once incorrectly 
guessed the word to be “crisitunity.” Th e real 
word, wei ji, actually means something more 
like “uncertain moment,” but it’s hard to 
argue against the insight of the adage. 

In Minnesota, CIO Gopal Khanna has 
been through the ups and downs of state 
budgets and has ridden them all out. Khanna 
attributed part of his success to several “crisi-
tunities” of his own.

“Economic downturns should be seen as an 
opportunity to create effi  ciencies and econo-
mies now in the operation of our existing IT 
environment so that we can set the stage for 
wise development and business process trans-
formation or renewal in good times,” he said. 
“Th e eff ective use of business process re-engi-
neering tools, the minimizing of redundancies 
through consolidation, and the identifi ca-
tion of new funding strategies for long-term 
infrastructure investments not only address 
our current economic environment, they will 
result in building a viable government opera-
tions infrastructure for the future.”

Khanna said his state faces many of the 
same fi nancial challenges others do, but he did 
not call Minnesota’s situation grim. Instead 
he said it’s a chance to crank up the creativity 
and take decisive action. Lean times, he said, 
present IT with challenges — and the ability 
to change for the better. 

Budget issues are “a challenge to keep 
value high for our customers in the services 
we deliver,” he said, “and an opportunity 
to make fundamental changes to how we 
manage IT as an enterprise to take advantage 
of contemporary trends in information man-
agement, such as shared systems, asset con-
solidation and centralized procurement. We 
are working to meet both the challenge and 
the opportunity.”

Economies are cyclical and budgets will 
always have to deal with feast or famine. It is 
probably premature to label current condi-
tions a famine, but things are certainly leaner 
in many places. Th ese examples underscore 
the value that IT brings to states. With state 
leadership growing more aware of this value, 
hack-and-slash budget cuts may be a thing of 
the past, to be replaced by intelligent, thought-
ful budget strategies that truly take advantage 
of the resources of an enterprise. 

Takai said she is encouraged by the posture 
the state’s executive leadership has taken on 
IT. She said one of Gov. Arnold Schwar-
zenegger’s objectives is to treat IT resources 
within the state as part of California’s criti-
cal infrastructure. It sounds so obvious, but 
those who are familiar with government IT 
know that moving people from an agency-
specifi c perspective to one that is enterprise-
wide is perhaps the biggest challenge a CIO 
will face. 

Like Ross in Missouri, Takai said some 
of her key strategies for helping California 
thrive in the long run involve committing 
the state to attracting and retaining a high-
quality IT work force. In addition, SOA looks 
to have an assured place in the state’s future.

“Th ere’s been a lot of great work done, 
started by Clark Kelso, on looking at improv-
ing the skills and making sure we have great 
succession planning for our skilled IT work 
force,” Takai said. “Th ere’s been some great 
work done on enterprise architecture, some 
great work done around SOA. We have great 
IT leadership in the state. We need to come 
together and make sure we’re operating as a 
complete organization across the enterprise 
and we’re making the best technology deci-
sions for the state.”

‘Crisitunity’ 
Th ere is a partially inaccurate yet still com-

pelling bit of wisdom people recall during 
times of trouble. Th ey say the Chinese use 
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   “Clearly we are  
  spending dollars 
  on IT, and what we 
have to do is make
   sure we’re looking
  at those dollars and  
    we’re channeling 
those to the highest-
   priority projects.”
 Teri Takai, CIO, California
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To government agencies, 
reliability isn’t an attribute. 
It’s an absolute.

It’s the Network for Government

There’s nothing more critical to the operation of government agencies 
and the success of their missions than the reliability of their wireless 
networks. As America’s most reliable wireless voice and data network, 
Verizon Wireless is delivering on the rigorous demands of government 
agencies. From interoperability to supporting continuity initiatives, 
Verizon Wireless is providing the fi eld-proven solutions your agency 
needs today—with scalable support for tomorrow.

Schedule a custom audit of your department’s wireless voice and 
data readiness.

Click www.verizonwireless.com/gov

Call  800.368.9417

America’s most reliable wireless network claim based on fewest aggregate blocked and dropped connections. See verizonwireless.com/bestnetwork for details. 

© 2008 Verizon Wireless. GOVGTABSOLUTE508
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Government scores 
lower than finance, 
retail, transportation 
and corporations in 
vendor’s wireless 
security survey.

Synopsis: Wireless 
security vendor rates 
the vulnerability 
of networks in San 
Francisco. Govern-
ment scores lowest, 
with a D. San 
Francisco officials 
disagree.

Jurisdiction: 
City and county of 
San Francisco.       

 Grade?
Failing

security

G
overnment wireless networks in 
San Francisco need a security 
upgrade, according to AirDefense, 
an Atlanta-based network security 

company. Th e fi rm released its San Francisco 
Wireless Security Vulnerability Survey in April, 
revealing a grim snapshot of the City by the 
Bay’s wireless climate.

Th e survey analyzed wireless security in 
fi ve categories — fi nance, government, retail, 
transportation and major corporations — and 
found 4,606 total access points (APs) in use 
for connecting wirelessly to these networks. 

Government fi nished dead last with a D 
grade, according to the company. Transpor-
tation scored highest, earning a B-. Retail 
earned a C+, major corporations earned a C 
and fi nance earned a C-.

San Francisco government offi  cials defended 
the security of their municipal networks, 
however, and questioned the accuracy of the 
company’s grades.

“Th ere’s no indication of how an access 
point was identifi ed as government as 
opposed to any of the other industry groups, 
or whether it was even associated with an 
industry rather than just a consumer’s access 
point,” said Brian Roberts, senior policy 
analyst for the Department of Telecommu-
nications and Information Services in San 
Francisco consolidated government.

AirDefense graded each industry on fi ve 
criteria:

Th e number of APs without encryption or 
using the relatively weak Wireless Equiva-
lent Privacy (WEP) encryption standard.
Th e presence of probing laptops, which look 
for unencrypted wireless networks to assess 
how vulnerable they are to infi ltration. 
Th e discovery of “rogue” APs, which 
oft en are set up by workers without 
authorization from their employers. Th ey 

1.

2.

3.
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Synopsis: A New 
York county uses 
statistical analysis 
to aid departments 
when measuring 
the effectiveness of 
services — from 
golf courses to the 
county-owned 
amusement park.

Jurisdiction: 
Westchester 
County, N.Y.

Technology: 
SPSS analytic and 
business intelligence 
software.

Contact: 
Westchester County 
Department of 
Information Technol-
ogy, 914/995-2976, 
DoIT-webmail@
westchestergov.com.

      

e-government

F
ormer Westchester County CIO 
Norman Jacknis isn’t much of a 
golfer, but he can take some credit 
for boosting attendance at seven 

public golf courses that the county operates in 
southeastern New York. Since Westchester’s 
IT department began using statistical analy-
sis under Jacknis’ leadership in mid-2005, 
government offi  cials in many of the county’s 
departments, including parks and recreation, 
have moved toward a “performance mea-
sures” approach.

Staff  working in the county’s Department 
of Information Technology overlaid weather 
data with attendance fi gures, and the dates of 
special promotions and discounts at the golf 
courses. From that data, the county fi gured 
out it could do a better job of attracting golfers 
on bad weather days. “High humidity — not 
so much the rain — but high humidity is a 
real killer because I guess it really drains your 
energy,” Jacknis explained.

Th e end result is that the county’s golf 
courses now call hardcore golfers to announce 
open tee times on especially muggy days — a 
reverse 911 for duff ers. Th at’s just one inno-
vation spawned from the county’s statisti-
cal analysis unit that operates within the IT 
department. Other surprising conclusions 
have long-term ramifi cations for how the 
county does business, from building roads to 
deploying police offi  cers. 

“We’re sitting on this gold mine of data, 
so we created a unit to start analyzing all the 
data we’ve been collecting to fi gure out what 
program policies work for what kinds of 
people, and what doesn’t,” Jacknis said.

Th e IT Department’s statistical analysis 
unit is “pretty rare” among local governments, 
said Jacknis, who remains an unpaid con-
sultant to the county aft er joining the global 

strategic consulting unit at Cisco Systems Inc. 
in February. Analysis is typically farmed out 
to a budget offi  ce or an individual department 
— assuming the data is analyzed at all. West-
chester County, at minimal cost, took a step 
beyond the traditional IT mission of process-
ing information, hardware and soft ware. 

Th e county isn’t just managing informa-
tion; it’s interpreting it.

Behind Bars
In early 2006, Department of Correction 

Commissioner Rocco Pozzi teamed with 
Jacknis to crunch numbers to determine if 

the county’s drug dependency treatment 
program, Solutions, was eff ectively treating 
inmates. Th e study, which was recently sub-
mitted to the American Society of Crimi-
nology, found that Westchester County 
prisoners who participated in the drug 
program are re-imprisoned 9 percentage 
points less oft en than nonparticipants. 
Various studies estimate New York state’s 
recidivism rate is 25 percent, which is about 
the national average. Th e study spurred 
the county to continue funding Solutions, 
which costs $600,000 per year.

“Th e mindset is to look at the good things 
we know we are doing, and really statistically 
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Westchester County, N.Y., 
uses statistical analysis 
from its IT department to 
improve performance.

Numbers
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“Their development architecture, from a

technology perspective, was very influential.

New World Systems is on the leading edge

with a product developed from the ground

up with .Net technology and utilizing

Microsoft SQL server 2005. New World

Systems offers a robust application solution

that meets our needs.”

– Roger Fahnestock, Director of Information Technologies
Kane County, Illinois

Best Practices in Infrastructure Management - Award Winner

www.newworldsystems.com/govtech

The Public Sector Software Company

- More than 25 Years of Public Sector Expertise
- Commercial Off-the-Shelf ERP Software
- Customer-Driven Standard Software Enhancements 
- All Software Developed by New World Systems in the USA

- Customers in 48 States 
- Serving more than 1,000 Cities and Counties
- Significant Research and Development Investment
- No Acquisitions, Mergers or Layoffs

Public Safety Public Administration
• Computer Aided Dispatch
• Records Management for Police and Fire
• Mobile Computing
• Corrections Management
• Justice Information Sharing

• Financial Management
• Payroll and Human Resources
• Utility Management
• Community Development
• eSuite

Microsoft®-Based ERP Software Solutions 

New World Systems
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prove that they are doing what we know 
they’re doing,” Pozzi said. “We know these 
are good programs; it’s just that we never 
counted them … and then we created a report 
that we can hand to the public.”

Th e past fi ve years, the federal prison 
system has latched onto the buzzword “re-
entry,” which refers to the rehabilitation 
of prisoners when they are released back 
into society, either via parole or other social 
programs. Th e concept of re-entry also has 

become a concern for local governments such 
as Westchester County, which oversees 400 
to 500 sentenced inmates at any one time — a 
total of 10,000 admissions in one year. Most 
of those people go home sooner or later.  

“By measuring [our drug rehab program], 
we realized one glaring discrepancy was the 
outreach piece, which is being talked about 
around the country,” said Clyde Isley, the 
county’s Department of Correction deputy 
commissioner. “We can begin to identify 
what makes these people involve them-
selves in criminal activity, but when they’re 
only here for an average of 45 days. … Once 
they leave our facility, we have no infl uence 
whether they follow through or they don’t.”

Pozzi said it is Westchester County’s chal-
lenge to fi gure how best to serve its inmates 
without the prod of statutorily required 
parole — a sword of Damocles — as is the 
case in state or federal prisons. “Th ere are 
more people being discharged from local 
correctional facilities than are being released 
from all the state and federal combined, and 
[the country] is not looking at them.”

How It Came to Be
As Jacknis started his statistical analysis 

unit, Westchester County Executive Andrew 

Spano directed in 2006 that all county that 
write contracts with outside agencies must 
contain language about goals and objectives 
that are supported by performance measures, 
according to Isley. In 2007, each department 
was asked to identify “super performance 
measures” that indicate how each depart-
ment is fulfi lling its obligations. “I would like 
to believe our pilot project started in 2006 
[analyzing the Solutions program] helped to 
focus on the need to take a diff erent approach 
at measuring our county government’s suc-
cesses or failures,” Isley said.

When a county department wants to study 
the eff ectiveness of a program or action, it 
oft en calls the county’s IT department for 
help. Although at fi rst, Jacknis would reach 
out on his own and propose studies to county 
commissioners.

Th e cost to Westchester County is small. 
One staff  person handles the multivariable 
advanced statistical analysis, and the county 
invested in a full suite of SPSS soft ware that 
includes business intelligence, data mining 
and analysis capabilities. If more help is 
needed, Jacknis draws upon the expertise of 
employees within other departments. Th en 
the IT department publishes a “working 
paper” on its fi ndings — an important 
resource for county departments as they 
modify policy and strategies.

Jacknis said it’s valuable for local govern-
ments to do their own statistical analysis. 
“Th ere’s always a local twist, there’s always a 
particular combination of circumstances in 
your local area,” he said. “Your geographic 
responsibility has some subtle diff erence from 
the generic kind of trends that have been found 
elsewhere. It is worth doing this on a local 
basis, and it doesn’t really cost very much.”

Many Applications
Th e county has put statistical analysis to 

use for studying everything from automobile 
traffi  c to police deployment strategies. When 

offi  cials became concerned about attendance 
fi gures at the county-owned amusement 
park in Rye — Playland — aft er a couple of 
accidental deaths in the last few years — an 
employee was killed there in June 2007 aft er 
being thrown from the gyrating Mind Scram-
bler ride — they decided to look into the data.

Attendance fi gures are kept in a database, 
and the county’s IT staff  layered it with other 
basic information such as days of the week. 
Th en they decided to look at daily tempera-
tures and conditions. “It turned out that 
weather alone could predict certainly more 

than half of any of the variation in use of those 
facilities,” Jacknis said, “sometimes as much as 
75 to 80 percent. It’s sort of amazing.” Th ough 
weather seems like an obvious variable for 
attendance numbers, a new weather-adjusted 
attendance fi gure helps county employees 
when planning promotions, special events 
and ticket discounts.

In addition, Westchester County Public 
Safety Commissioner and Sheriff  Th omas 
Belfi ore has used the IT department’s analysis 
for road safety. 

“We found that some of the money that 
had been spent to straighten out roads was 
a bad thing,” Jacknis explained. “We have 
parkways here that go back to the 1920s, and 
it slows drivers down. Th ey had complaints 
that this was going to cause accidents, so they 
straightened out some of these highways. 
As soon as they did, the accidents increased 
because now you have a straightaway.” Some 
highway junctions were found to have partic-
ularly high accident rates, and that helped the 
police department pinpoint where they should 
be positioned to help reduce car accidents.

Th at example of synergy and collaboration 
is increasingly common, Jacknis said. “Sta-
tistical analysis really helps people be more 
eff ective,” he said. “Traditionally people want 
IT to help them be more effi  cient, but this is 
really helping them be more eff ective and to 
get to the heart of what we’re doing, and how 
we can improve what we’re doing.” GT

e-government
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“Traditionally people want IT to help them be 
more efficient, but this is really helping them 
be more effective and to get to the heart of what 
we’re doing, and how we can improve what 
we’re doing.”   Norm Jacknis, former CIO, Westchester County, N.Y.
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The solution you need to give them 
the answers they need.

Connecting Governments and People

Lagan 311TM is a scalable and secure, high-performance solution 
designed specifically for 311 call centers. It allows community 
members to access the services they need with a single call. 
It enables you to deliver services rapidly and cost effectively.

With Lagan 311, caller information is captured once and 
routed automatically for resolution. Highly configurable and 
quick to deploy, Lagan 311 is your fastest, lowest-risk solution 
for providing mission critical, non-emergency services to 
communities.

COTS 311 Call Center Solution
Extended CRM Capabilities
Business Intelligence
Delivery Services

Lagan
311™

  Get the 311
  on Lagan:

  Web: www.lagan.com

Phone: 800.550.1824

Email: 311@lagan.com
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Centralized customer service systems 
provide constituents and local 
government a one-stop request spot.

Synopsis: Local 
governments are sur-
veyed to determine 
the effectiveness of 
centralized calling 
systems.

       
Report
The311

e-government

A local government uses a central-
ized customer service system 
— sometimes called 311 — so 
  residents can call a centralized 

government phone number, place requests 
for service and are assigned tracking 
numbers to monitor their requests.

Th ough a centralized customer service 
system is valuable for residents, local gov-
ernments benefi t too. Some big cities — 
Baltimore, Las Vegas, Chicago, New York, 
Houston and Dallas — have implemented 
these systems to ease the burden on 911 
emergency systems, and they seem to be 
doing the trick.

Th e International City/County Manage-
ment Association recently conducted a Local 
Government Customer Service Systems (311) 
national survey. Funded by the Alfred P. Sloan 
Foundation, the survey explored successful 
311 implementations and how they’re used 
to respond to citizen needs and strengthen 
local government-constituent relationships.

Overall Usage
Of 710 survey respondents, only 104 

reported they use a centralized system. But 
the results show that not only large cities and 
counties are using them: Th irty-two local 
governments that use a centralized system 
have a population under 30,000. Although 
that number of adopters seems low, twice 
as many local governments are considering 
installing a system.

For local governments that lack systems, 
the major concerns were cost and the process 
of obtaining a 311 designation. But implemen-
tation leads to demonstrable savings, such as 
reduced calls to 911, and improved customer 

service, information, reporting and manage-
ment. Th ere are also alternatives to a 311 
designation, such as an easy-to-remember, 
seven-digit number. 

Forty-three percent of respondents — the 
highest percentage in the survey — cited 
improving their service as the impetus behind 
system implementation. In Los Alamos 
County, N.M., 311 system implementation 
was prompted by the overwhelming number 
of phone calls for information aft er devastating 

wildfi res, according to the Los Alamos County 
KanDu/311 Contact Center, one of many 
reports from Call 311: Connecting Citizens to 
Local Government Case Study Series.

Public pressure was also identifi ed as a 
factor, and poor results on citizen satisfaction 
surveys oft en prompt the exploration of a cen-
tralized system. Residents expect value for their 
tax dollars, and centralized customer service 
systems can show demonstrated areas of high 
performance and those needing improvement.
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Local Goverment Use of a Centralized Customer Service System
The survey was sent to 2,287 local governments, and was also available for completion 
online. The response rate was 31 percent.

Population Group Total number of Percent that have a  Percent that do not have

 respondents centralized system a centralized system

500,000 and over 24 8.3 91.7

100,000 – 499,999 160 23.1 76.9

25,000 – 99,999 456 13.8 86.2

2,500 – 24,999 70 2.9 97.1

All respondents 710 14.6 85.4
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local government could then plan to ensure 
work crew safety.

GIS is important to consider from the start. 
Integrating GIS lets departments better orga-
nize work crews and assignments. It also lets 
call center staff  ensure locations requested for 
service are within their jurisdiction and not a 
neighboring community.

Responsiveness Is Key
Eighty-two local governments reported 

that their systems include customer response 
mechanisms, such as estimated repair times 
or notifi cations that the repair has been made. 
Seventy-one local governments give the caller 
a tracking number, which lets the customer 
obtain status reports by phone or online.

Several local governments provide more 
than one update, such as the estimated 
resolution date, an automated e-mail with 
the request and additional information, 
and automated e-mail resolution updates. 
E-mail is typically used to communicate the 
response, although phone and postal mail 
are also used at the customer’s request. 

Almost 90 percent of local governments 
reported that routing and tracking requests 

Technology and Logistics
A small majority of local governments, 

52.2 percent, said they used off -the-shelf call 
intake technology. Most governments have 
added their customizations, and vendors are 
generally willing to work with clients to 
make modifi cations. For example, San 
Antonio, Texas, already had departments 
with their own call centers and work man-
agement systems, so offi  cials designed an 
overlay system that works with all of the 
systems, according to San Antonio Customer 
Service/311, another report from the ICMA’s 
Call 311 case study series.

As far as handling calls, the survey 
showed there isn’t a consistent practice. 
Call intake technology and the centralized 
service system work hand-in-hand. Central 
call staff  members are trained to handle the 
calls in 38 percent of the reporting local gov-
ernments, and 28 percent said that central 
call staff  records the call and then transfers 
the caller to the responsible department. 

Other local governments reported that 
customers enter their “call” into a Web-based 
system, which then routes the information 
to the responsible department. Departments 
may also take calls and enter them into a cen-
tralized system. Local governments that have 
implemented a 311 system recommend that 
not all departments go online simultane-
ously. Th ey suggest going live fi rst with the 
three or four departments with the highest 
call volume, and then adding more as the 
system matures. 

Local governments that responded to the 
survey said the following services are inte-
grated into their 311 system:

public works (95 percent);
code enforcement (88 percent);
city and county management and admin-
istration (84 percent); and
parks and recreation (81 percent).

Twenty-eight local governments have 
tracked the number of nonemergency calls to 
911 since their centralized systems were imple-
mented, and 43 percent reported a decrease 
in calls to 911. Oft entimes, frustrated cus-
tomers call 911 when they don’t know which 
department to call, so any central call number 
sometimes will reduce those calls to 911. 

Requests for services topped the list of 
requests received by governments’ centralized 

•
•
•

•

 43

systems. Although complaints about graffi  ti 
and vacant lots were listed separately, they 
are probably handled as requests for service 
because dispatching employees is necessary to 
address the problem.

Customers oft en have diff erent needs 
or preferences when communicating with 
a service provider. Local governments 
reported that they provide more than tele-
phone access to the system, with e-mail and 
Web access reported by the highest percent-
ages of governments. None of the local gov-
ernments indicated use of voice recognition; 
they facilitate wider use of their system by 
off ering  multiple ways to access the system 
because Web and e-mail allow customers 
24/7 access.

Forty-four localities reported that their 
centralized customer service system uses GIS, 
which can show on a map the potholes or 
graffi  ti in a particular neighborhood — an aid 
when identifying patterns of problems. 

Customer service representatives can also 
use GIS to provide directions to callers. One 
local government indicated that GIS helped 
track the location of work crews sent to a 
dangerous neighborhood where two police 
offi  cers are required to patrol together. Th e 

Type of request Number of respondents reporting request

Requests for services, such as pothole repair, burned-out street lights 84

Complaints about graffi ti, vacant lots 75

Requests for information about local government services, schedules, etc. 72

Suggestions, general feedback or comments on a specifi c issue. 61

Most Popular Types of 311 Requests

After-hours answering service

Voice recognition

Automated touch tone

In person/at the counter

Regular mail

Fax

E-mail

Internet/local government Web site

Methods of Contacting the Centralized Customer Service System 
(Other Than Telephone)

0 20 40 60 80 100
Percent reporting
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Twenty-six of the local governments that 
use reports for performance measurement 
indicated that they use all four of the reporting 
capabilities listed in the survey — neigh-
borhood or geographic area, type of service 
request, repeat requests and time spent. Th e 
two least-reported uses of the report informa-
tion are for capital maintenance planning and 
annual reports. 

Using the data with citizen groups and in 
annual reports is an essential step in the cus-
tomer service feedback loop. For example, 
if code enforcement staff  members know a 
problem occurs more oft en in a particular 
neighborhood and use the reports to show the 
frequency has signifi cantly decreased, they can 
demonstrate their responsiveness. It also may 
help engage residents in solving the problem 
by showing them the data. Staff  could compare 
across neighborhoods and show what’s diff er-
ent and what works.

Financial Information
Th e survey included questions about devel-

opment, capital and operating expenditures. 
Few respondents provided information, and 
the expenditures in each category varied sig-
nifi cantly. For this reason, the information is 
diffi  cult to use.

Th e fi rst category of expenditures is 
“development and implmentation,” defi ned 
as planning, design, consulting and staff  
time. Ten local governments provided 
amounts, ranging from $1,000 to more than 
$4 million.

Th e next category is capital expenditures, 
which included soft ware and hardware 
purchased to implement the system. Th e 
lowest amount reported was $8,000, and 
the highest was $525,000. Annual operat-
ing expenditures were described as staffi  ng, 
training, supplies, soft ware and noncapital 
hardware. Again, amounts reported ranged 
from $1,350 to $350,000.

Although current 311 use is limited, 
there’s signifi cant interest in these systems: 
Almost twice the number of local govern-
ments that currently use them plan to imple-
ment a system in the future. We anticipate 
expanded use of these systems as more 
success stories are told about the benefi ts of 
robust reporting capabilities.  

are handled within the centralized system. 
Most of those governments indicated that 
departments are alerted when a request 
is submitted, which suggests the central-
ized system may not be integrated with a 
work-order system. Centralized systems are 
updated to refl ect job status, according to 92 
percent of respondents. 

Ten local governments reported that 
routing and tracking are handled by depart-
ment-specifi c work-order systems. Of those, 
six update the central customer service 
system with job status information. Most 
proponents of centralized systems stress 
that integration with a work-order system 
is critical.

Reporting Capabilities / Use
Centralized customer service systems 

can support management decisions, policies 
and strategies. Reports generated from the 
system are a starting point for this support. If 
managers receive information about service 
requests by geographic area, for example, 
they can identify patterns that seem concen-
trated in a particular location and take steps 
to address those problems.

Th e amount of time taken to complete 
a service request is useful for establishing 
benchmarks and for evaluating processes and 
procedures involved in the response. Being able 
to access information on repeat requests allows 
a manager to look at why a problem recurs.
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Annual reports

Capital maintenance planning

Meetings with residents

Employee performance appraisals

Performance measurement

Resource allocation
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Use of System Reports*
Although 81 out of the 84 local governments show capacity to generate reports 
on the types of service requests, the reporting functionality seems to be under-
used. Here is how respondents said they use reports generated by 311 systems.

 * These numbers are based on 81 local governments that answered this question.

By neighborhood/
geographic area

Types of service request

Repeat requests

Time taken to complete 
service request

Reporting Capability*
This shows the reporting capability identifi ed by local governments with 
centralized customer service systems.

0 20 40 60 80 100
Percent reporting

 * These numbers are based on 84 local governments that answered this question.

CONTRIBUTING WRITER EVELINA MOULDER IS DIRECTOR 
OF SURVEY RESEARCH AT THE INTERNATIONAL CITY/COUNTY 
MANAGEMENT ASSOCIATION IN WASHINGTON, D.C. SHE CAN BE 
REACHED AT EMOULDER@ICMA.ORG.

GT05_42.indd   Sec1:44GT05_42.indd   Sec1:44 4/17/08   11:44:24 AM4/17/08   11:44:24 AM



ALTERNATIVE THINKING ABOUT ASSURANCE:

Nobody ever got fi red for buying a dependable server.
There is a certain amount of confi dence that comes with the HP ProLiant DL385 G5 Server, featuring effi cient Quad-Core AMD Opteron™ processors. Not just 
because it is the best-selling server of its kind.* But with time-tested features like Pre-Failure Notifi cation and Remote Access Management, it unfailingly delivers 
on the promise of never letting I.T. down.

Technology for better business outcomes.

HP ProLiant DL385 G5
$2525 (Save $1420)
Lease for as low as $63/mo1 for 48 months

                (PN: 464211-005)

• 2 Quad-Core AMD OpteronTM processors

• Supports small form factor, high-performance
SAS or low-cost SATA hard drives

• Redundant Power 

• Integrated Lights-Out (iL02), Systems 
Insight Manager, SmartStart

Get More: 
                   24x7, 4 hour response, 3 years

                (PN: UE894E) $689

                   Add 2 GB additional memory
(PN: 408851-S21) $159

HP StorageWorks Ultrium
448 Tape Drive SAS Bundle
$1649
Lease for as low as $41/mo1 for 48 months
                   (PN: AG739A)

• 400 GB compressed capacity in half-height 
form factor

• Ships with Data Protector Express Software, 
One Button Disaster Recovery, a 1U 
Rackmount Kit, and a Host Bus Adapter

*Based on IDC, Worldwide Quarterly Server Tracker, February 2008. In calendar 4Q07, IDC reported worldwide HP ProLiant server shipments at 681,445 units, well ahead of Dell PowerEdge’s 499,715 units at #2. IDC also reported 
ProLiant factory revenue at $2,743 million vs. $1,580 million for Dell’s PowerEdge family. Prices shown are HP Direct prices; reseller and retail prices may vary. Prices shown are subject to change and do not include applicable 
state and local taxes or shipping to recipient’s address. Offers cannot be combined with any other offer or discount and are good while supplies last. All featured offers available in U.S. only. Savings based on HP published list 
price of confi gure-to-order equivalent ($3945 - $1420 instant savings = SmartBuy price of $2,525). 1. Financing available through Hewlett-Packard Financial Services Company (HPFS) to qualifi ed commercial customers in the 
U.S. and subject to credit approval and execution of standard HPFS documentation. Prices shown are based on a lease of 48 months in terms with a fair market value purchase option at the end of the term. Rates based on an 
original transaction size between $3,000 and $25,000. Other rates apply for other terms and transaction sizes. Financing available on transactions greater than $349 through July 31, 2008. HPFS reserves the right to change or 
cancel these programs at any time without notice. AMD, the AMD Arrow logo, AMD Opteron, and combinations thereof are trademarks of Advanced Micro Devices, Inc. © 2008 Hewlett-Packard Development Company, L.P. The 
information contained herein is subject to change without notice.

10,000,000 I.T. folks can’t be wrong.

To learn more, call 1-866-619-4048 or visit hp.com/buy/dependable6
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Synopsis: 
Correctional facilities 
nationwide deploy 
radio frequency 
identification tags to 
track inmates and 
tighten security.

Agency: 
Minnesota 
Department of 
Corrections.

Contact: David 
Crist, assistant 
commissioner, 
Minnesota Depart-
ment of Corrections, 
david.r.crist@state.
mn.us.

Technology: 
Alanco Inc., 
RFID systems.

justice

T
hough commercial applications are 
driving the use of radio frequency 
identifi cation (RFID) tags, the tech-
nology is developing a niche in U.S. 

correctional facilities.
RFID can be used as a tracking system in 

prisons, which lets correctional offi  cers keep tabs 
on inmates and mitigate or prevent disturbances. 

Correctional facilities in California, Vir-
ginia, Michigan, Illinois, Ohio and Minnesota 
have deployed RFID tracking systems to help 
manage inmates. Th is spring, the Minnesota 
Department of Corrections is deploying an 
RFID tracking system in its 1,300-inmate, 
minimum- and medium-security facility in 
Lino Lakes that houses sex off enders. 

Th e 87 minimum-security Lino Lakes 
inmates will be fi tted with an RFID device to 
ensure they don’t escape. 

“Because they have no secure fence around 
their living area — because it’s minimum 
security — they have the opportunity to 
leave illegally if they choose to, and we want 
to prevent that from happening,” said David 
Crist, a Minnesota Department of Correc-
tions assistant commissioner. “Th e off enders 
wear either an ankle bracelet or a wristband, 
and if they go outside that radio frequency 
perimeter, it sends a signal back to a computer 
at a security station telling us someone has left  
the radio frequency perimeter.”

RFID technology is strictly for security, 
and won’t eliminate personnel. 

“We’re not reducing any staff  and we’re 
not making any other operational changes,” 
Crist added. “In fact, as an operating system 
goes, it adds expense because we have to buy 
new wrist and ankle bands, replace batteries, 
and at some point we’ll have to upgrade the 
computer soft ware.”

RFID tracking systems diff er in price 
depending on the facility’s size that’s being 
outfi tted. Th e Lino Lakes deployment is 
expected to cost about $500,000. “You have 
to buy a system,” said Greg Oester, president 
of Alanco/TSI Prism, an Alanco Technologies 
subsidiary that supplies RFID systems.

“Basically you have a contained RFID 
system, meaning we place antenna around 
and throughout the prison facility that allows 
us to capture signals that come off  the tamper-
detecting bracelets that inmates and staff  wear,” 
Oester said. “Th e staff  will wear a pagerlike 
device under their belts and inmates will wear 
a tamper-detecting bracelet on their wrist.”

Each transmitter constantly sends off  a 
unique signal that’s captured by the antenna 
and then processed through the computer 
system, which determines where the subject is 
at each two-second interval. 

“Th at allows us to know where everybody 
is at any given time,” Oester said. “So if I’m 
looking for someone, I don’t have to go out in 
the facility and hope I can fi nd them among 
500 or 2,000 inmates, or whatever it is.”

Th e system also makes investigating an 
incident easier because the system shows 
exactly who is involved — and where. 

“Th at shortens the investigative process 
because you don’t need to rely on reluctant 

or intimidated witnesses,” Oester said. “Say 
there was a guard or inmate assaulted. I know 
who was there, and the investigative team can 
focus on the guys who were around when the 
offi  cer was assaulted.”

In the event of an assault or other emer-
gency situation, staff  will immediately know 
the identities and prison histories of everyone 
involved because every infraction committed 
by an inmate is stored in a database. Investiga-
tions can be fi nished much more quickly, and 
the facility can avoid going into lockdown 
mode, which puts a strain on staff . 

Prison administrators can use RFID tags 
for other purposes, such as keeping rival 
gang members away from one another. Th e 
system can be set up to trigger an alarm 
whenever rival gang members get within 10 
feet of each other. 

Th e systems also can track an inmate sus-
pected of being a “mule,” or a contraband 
carrier. Th e person can be tracked all day to see 
where he goes and with whom he is in contact. 

In its limited use thus far, RFID has proved 
its worth as a security tool for correctional 
systems. As prisons continue to deal with over-
crowding, RFID could be a necessary piece of 
equipment in the future for corrections. 
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RFID systems find a niche 
in correctional facilities.

High-Tech       
 Corrections
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ESRI—The GIS Com pa ny™

1-888-603-3207
www.esri.com/localgov
info@esri.com“GIS and related Web services are integral to daily business operations, 

strategic decision making, public communication and provide the 
foundation for the implementation of Denver’s 311 service delivery.”

David Luhan,

GIS Manager, DenverGIS

DenverGIS is the centralized geographic information system 
(GIS) department for the city and county of Denver. It uses 
ESRI’s ArcGIS® software to provide GIS services that are aligned 
with the mayor’s service delivery goals. More than 34 city and 
county departments use the GIS for applications to generate 
a real return on investment. Applications range from tax 
assessment, community planning and development, and public 
works to public safety. Visit www.denvergov.org/gis.

Benefi ts realized by using GIS

• Improved cross-department communication

• Better customer service 

• Easier access to documents 

• Improved decision making

• Elimination of duplicate map maintenance and records 

• Improved integration with existing enterprise applications

• Effective tools for cost and feasibility analysis

• Better access to information on public safety programs

Find out how you can get the geographic advantage. 
Contact ESRI today.

“DenverGIS provides enterprise-class services 
to our internal and external customers and plays a 

leadership role in Denver’s technology strategy.”

Michael Locatis,

Chief Information Officer, City and County of Denver

GIS Provides the Geographic Advantage
For Improved Service Delivery in Denver

3D view of downtown Denver’s infrastructure from an underground perspective

DenverGIS serves criminal offense data over the Web as part of its service delivery goals 
to keep citizens better informed.

Join Our Growing Government Team
www.esri.com/careers/govt
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j Turning technology inside out
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High-pressure gases exit the 
gasifi er through the syngas 
outlet and power a turbine, 
which generates electricity 
to run the gasifi er and sell to 
energy suppliers.

Plasma torches use electricity 
and oxygen to create an electric 
arc. The resultant gas, which 
is as hot as 10,000 degrees 
Fahrenheit, is called plasma.

Municipal waste materials 
are fed through the waste 
inlet into a steel reactor 
vessel called a gasifi er, 
which contains a controlled 
amount of oxygen or other 
process gas, such as nitrogen
or argon. The plasma gasifi er 
is about 40 feet tall.

Molten waste is disposed 
of via the metal and slag 
output. This matter is 
cooled and can be used 
for roadbed materials 
or construction.TURNING

GARBAGE
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P LASMA GASIFICATION converts carbon-contain-
ing materials — such as coal, petroleum coke 
and municipal solid waste or biomass — into a 

synthesis gas (syngas) composed primarily of carbon 
monoxide and hydrogen. Plasma gasifi cation is emerging 
as an environmentally friendly way to dispose of garbage. 

Syngas generated by the process can be used as a fuel 
to generate electricity or steam. It also can fuel modifi ed 
diesel or natural-gas engines.  

ENERGY

Syngas, short for sythensis gas, 
is a by-product of the gasifi cation 
of process. The syngas created 
by plasma gasifi cation consists 
primarily of hydrogen and carbon 
dioxide, which can be processed 
into clean-burning fuels.

INTO
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Though mobile 
phones are primarily 
used to talk, text mes-
saging is going main-
stream. Nearly six out 
of 10 U.S. adults said 
they had used a mobile 
phone or personal 
digital assistant for 
at least one key data 

activity, according to a 
study conducted in 2007 
by the Pew Internet & 
American Life Project. 

Nearly one-third of 
respondents reported 
sending text messages 
daily, and said that of all 
their consumer elec-
tronics devices, their 

mobile phones would 
be most diffi cult to do 
without. The Internet, TV 
and landline telephones 
followed. 

Among young adults, 
62 percent said it would 
be very hard to do 
without a mobile phone.

reports from the IT horizon

U.S. spies have become major con-
sumers of social media, and the CIA 
— in keeping with its intelligence-
gathering mandate — is watching 
YouTube, among other things.

 “We’re looking at YouTube, 
which carries some unique and 
honest-to-goodness intelligence,” 
said Doug Naquin, director of 
the Open Source Center within the 
Offi  ce of the Director of National 
Intelligence, in remarks to the 
Central Intelligence Retirees’ 
Association in October 2007. “We’re 
looking at chat rooms and things 
that didn’t exist fi ve years ago and 
trying to stay ahead. We have groups 
looking at what they call ‘Citizens 
Media’ — people taking pictures with 
their cell phones and posting them on 
the Internet.” — Informationweek.com

spectrumj
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Karen Stewartson 
kstewartson@
             govtech.com

Send spectrum
ideas

Social Media

Data DilemmaTextual

CIA Taps

According to a Deloitte 
Development-Harrison Group 
study conducted in October 2007, 
nearly 90 percent of 13- to 24-year-old 
Internet users surveyed said they 
sent text messages frequently or 
occasionally, compared to 44 percent 
of baby boomers.

Comparison 

Beyond Voice

British public 
opinion is evenly split 
on national identifi ca-
tion (ID) cards — 
47 percent think they’re 
a good idea while 50 
percent don’t.

The survey of more 
than 1,000 people 
assessed attitudes 
toward proposed 
government IT projects: 
a database of all UK 

children, a central 
register of personal 
information and fi n-
gerprints to support ID 
cards, and a database 
on British travelers.

Fifty-two percent 
of respondents felt 
uncomfortable with 
proposals on data 
sharing between 
government agencies, 
while 67 percent were 

in favor of the propos-
als to collect informa-
tion on British citizens 
entering or leaving 
the country.
— The Register

U.S. Internet users are doing more of the things that consume band-
width. As a result, fi ber-to-the-home and faster cable modem technologies 
are fueling a new round of bandwidth envy. 

According to a March 2008 report by Parks Associates, the percentage 
of U.S. households that have broadband services with speeds of 10 Mbps 
or higher will increase dramatically by 2012.

The Need for Speed

2007

2008

2009

2010

2011

2012

0% 5% 10% 15% 20% 25% 30% 35%

5.7

        9.4

                          13.6

                                                 19.3

                                                                             26.1

                                                                                                   32.5
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Th e report also off ers no distinction 
between diff erent government levels, so 
readers can’t tell how security in the con-
solidated city and county of San Francisco 
compares with that of state or federal facili-
ties operating in the San Francisco Bay Area. 
Roberts said wireless security in the city/
county government is healthy because the 
jurisdiction has taken a cautious approach.    

Rushing called government “kind of a 
latecomer to the wireless party.” He said 
agencies need more distinct policies in 
place with enforcement capabilities in 
order to raise the level of protection. More 
oversight would mean more motivation 
to improve. Additionally nongovernment 
industries have usually had wireless in place 
longer, so they’ve had longer to strengthen 
their networks.

AirDefense released the survey two days 
before the 2008 RSA Conference, scheduled 
for April 7-11 at San Francisco’s Moscone 
Center. Th e event is an international security 
conference and expo. 

be deployed by hackers to gain entry into 
enterprise networks.
Th e detection of data leakage, which can 
occur when organizations add wireless 
functionality onto existing wired net-
works.
Th e number of APs set in the manufac-
turer’s default mode instead of proper 
security confi gurations.

Of 1,209 total government access points 
discovered, 871 of them were unencrypted or 
used WEP, and had 47 percent traffi  c leakage 
over the network. By comparison, of 480 
transportation APs discovered, 149 of them 
were unencrypted or encrypted with WEP, 
and had 52 percent data leakage. 

AirDefense Chief Security Offi  cer Richard 
Rushing conducted the survey in March by 
taking two trips to San Francisco that lasted 
seven days total. Rushing went up and down 
streets with equipment — including a laptop, 
small antenna, portable hard drive and some 
storage media — to test wireless networks. 
He never entered any buildings or questioned 
anyone about networks, and no one was the 
wiser, which was his point.

“You could sit on a park bench and open 
up a laptop in San Francisco and no one 
would look at you funny,” said Rushing.

However, the report discloses data only on 
unencrypted/WEP APs in use in the indus-
tries and data leakage. It does not clearly 
specify how many rogue APs were found for 
each industry or which were in default mode. 
It also does not indicate how industries were 

4.

5.

catagorized. For example, public transpor-
tation would be a government agency, but 
AirDefense puts government and transporta-
tion in separate categories without specifying 
if a category overlap exists. 

security

Learn more and apply online at www.esri.com/careers/govt.

Join Our Growing Government Team

Apply your government experience to a career with ESRI, a company known for 

innovation and growth in the geographic information system (GIS) software industry. 

Our dynamic sales, marketing, and consulting experts work together to provide strategic 

direction and leadership for federal, state, regional, and local government agencies.

We are looking for energetic, articulate people who are enthusiastic about GIS technology 

and have expertise in government-related disciplines for the following positions:

These positions are based in our Washington, D.C., regional 

office and corporate headquarters in Redlands, California. 

Join the team dedicated to helping government agencies 
improve the quality of life for their constituents.

Copyright © 2007 ESRI. All rights reserved. ESRI, the ESRI globe logo, and www.esri.com are trademarks, registered trademarks, or service marks of ESRI in the United States, 
the European Community, or certain other jurisdictions. ESRI is an equal opportunity employer.
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Report Card: Wireless Security
The AirDefense report assigns grades to fi ve industries in San Francisco for the 
security of their wireless networks. Government received a D, the lowest of all the 
other industries.

Major Corporations    1,566  718 (46%)     23% C

Finance     799  531 (67%)     48% C-

Government   1,209  871 (72%)     47% D

Transportation      480 149 (31%)    52% B-

Retail      552   184 (33%)     43% C+

Industry
Total APs   
Discovered

Unencrypted / 
WEP APs

Leaked Traffi c 
Over APs Grade
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BY  M I R I A M  J O N E S  |  C H I E F  C O P Y  E D I T O R

Next month ...
GammaTech’s Durabook D15TS 
semi-rugged laptop takes a licking, 
but does it keep on ticking?

our take on the latest technology
two cents
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T
he Motorola MOTORAZR 2 V9m 
phone equipped with AAA Mobile, 
gives users turn-by-turn audio navi-

gation in addition to visual route maps. 
Powered by Networks in Motion, the AAA 
Mobile application is available on several 
GPS-enabled cell phones and smartphones 
via Verizon Wireless, Sprint and Alltel.

It was easy to set up my location for the 
GPS, although the address for my workplace 
was imprecise. It thought my offi  ce was east 
of the nearest cross street instead of west 
and insisted I turn right on my way to work 
instead of left  — a small hiccup, but one that 
counts when you’re in an unfamiliar place. 

Th e voice navigation is clear and timely. 
“Your destination is on the left ” is a nice alter-
native to searching both sides of a road, and I 
could get a map of each step at anytime.

Aft er searching for the nearest Starbucks, 
AAA Mobile found the 10 closest coff ee 
houses in less than 10 seconds. Th e phone 
shows the address and phone number with 
the option to call the business directly. I was 
able to bookmark locations for future refer-
ence and recall recent searches.

A general search of nearby businesses and 
hotels found plenty of AAA-rated, three-
diamond lodging. A search of neighboring 
attractions yielded the local movie theater, 
a sake brewing facility and the nearest Elks 
lodge. Th e only misstep was a failure to locate 
an ATM which opened earlier this year.  

AAA Mobile includes listings of nearly 
100 U.S. airports, from Anchorage to Miami. 
If an airport isn’t included, users can enter 
its three-letter code and the application will 
fi nd it. I also located nearby taxicab compa-
nies, train stations, Greyhound and regional 
bus stations.

Diff erent modes are available — including
car, bicycle and pedestrian, and users can 
plan routes to avoid highways, toll roads and 
carpool lanes. You can also choose to display 
in metric units.

Users can call AAA roadside assistance, 
and their current location is transmitted 
to AAA — helpful if you’re in unknown 
surroundings. 

While imperfect, the service was accurate
enough to get me to destinations without 
much trouble. Limitations include inter-
rupted navigation during incoming calls, 
inability to navigate if coverage is unavailable 
and volume that’s inadequate in noisy traffi  c.

Th e MOTORAZR is a slim unit with a 
camera off ering 1600x1200 resolution. If you 
want music you can get it via Vcast. Monthly 
subscriptions are $9.99. All in all, it’s a chic 
yet powerful phone. 
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to Chief Copy Editor 
Miriam Jones 
mjones@govtech.com

Send productreview ideas

price:
Starting at 
$419.99

specs
Motorola MOTORAZR 2 V9m

2.2-inch QVGA 65,000 color 
internal display
CDMA 800, 1900 MHz, 1X and 
EVDO support
integrated 2.0 megapixel camera 
with 4x digital zoom
messaging via MMS, SMS, e-mail
streaming audio and video; video 
capture and playback
stereo Bluetooth wireless technology 
integrated music player that 
supports a variety of audio formats

•

•

•

•
•

•
•

rating:

Lost Without You
AAA mapping on a Motorola MOTORAZR 2 V9m.

AAA Mobile service at 
$9.99 per month includes:

voice-guided GPS navigation
integrated AAA Emergency 
Road Service and TourBook 
guide information
search points of interest 
identifies users’ current location
automatically updated maps 
save frequently used locations 
nationwide, scrollable color 
maps let users zoom in and out 

•
•

•
•
•
•
•
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The OtterBox 1936 for BlackBerry Pearl 8120 and 
Pearl 8130 is a slim, semi-rugged case that allows 
use of the trackball, camera, flash and mirror. The 
case contains a thermal-formed protective clear 
membrane to safeguard the BlackBerry screen 
and keyboard against scratching, dust and dirt. The 
OtterBox contains a high-impact polycarbonate shell 
and a silicone skin to absorb bumps and shock. 
www.otterbox.com

BlackBerry Armor Livescribe’s Pulse smartpen was created to help 
those who miss important information when they 
take notes. A computer inside the pen captures
handwriting, using an infrared camera, and 
simultaneously records audio and synchronizes it 
to the writing. Users can tap their notes to replay 
what was recorded at the exact moment they were 
writing. The 1 GB model stores more than 100 
hours of recorded audio, more than 16,000 pages 
of digital notes, or add-on applications. There’s also 
a 2 GB model. www.livescribe.com 

Meeting Partner

The knfbReader Mobile, a Nokia N82 mobile phone 
combined with K-NFB Reading Technology’s 
software, is designed for users who are blind, visually 
impaired or have reading difficulties. The phone lets 
users photograph and read most printed materials with 
its 5-megapixel, autofocus camera. Blind users then hear 
document contents read in clear synthetic speech, while 
users who can see the screen can enlarge, read, track 
and highlight printed materials on the phone’s large 
display. The phone includes a 2 GB microSD Card 
that holds 1,000 images. www.knfbreader.com

Text to Voice
MSI Computer Corp. unveiled its PR200 Crystal 
laptop. It’s equipped with an Intel Core 2 Duo pro-
cessor, 12.1-inch TFT WXGA display and 160 GB 
SATA hard drive. It includes a fingerprint reader,
4-in-1 card reader and built-in 1.3 megapixel 
Webcam. It sports a 2 GB DDR2/667 MHz system 
memory and DVD Super Multi. The laptop weighs 
almost 4 pounds and has a 120 crystal-studded lid 
and pearl white sheen. www.msicomputer.com

Luxury Laptop

GT05_52.indd   54GT05_52.indd   54 4/15/08   10:48:33 AM4/15/08   10:48:33 AM

_______ Designer  _______ Creative Dir.

_______ Editorial  _______ Prepress

_________ Production  _______ OK to go

Pg100 Blue Ravine Road
Folsom, CA. 95630
916-932-1300

®�

5    25  50   75   95 100 5    25  50   75   95 100 5    25  50   75   95 100

Cyan Magenta Yellow Black

5    25  50   75   95 100



GTC EAST 2008
Albany, New York  |  Empire State Plaza  |  September 22 - 25, 2008

MORE INFO/REGISTER WWW.GTCEAST.COM

GTC offers
business and technology training 
opportunities for government professionals 

GTC is
the largest government 
technology expo in New York

GTC brings
you these fascinating speakers

Celebrating 
20 years 
of connection

Alison Levine | Wednesday, September 24

Alison Levine is no stranger to risk-taking. She has survived sub-zero 
temperatures, hurricane-force winds, sudden avalanches, and a 
career on Wall Street — all without the use of supplemental oxygen. 
Please join us to hear her extraordinary story.

Frank Abagnale | Thursday, September 25

You met him in the major motion picture Catch Me if You Can. This is 
your chance to see him in person and relive his daring exploits as a 
teen-age confi dence man. Now Mr. Abagnale has plenty to say about 
fraud, identity theft, forgery, embezzlement, and document security.

Greg Schwem | Thursday, September 25

Greg Schwem earned a degree in journalism at Northwestern 
University, and spent fi ve years working as a newspaper and NBC 
television reporter before quitting his job to pursue his dream of 
performing stand-up comedy as a career.
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T
he latest round of statistics about the 
Internet presents an intriguing picture 
of how this international medium 

is evolving. Some of the statistics are to be 
expected, but some are surprising.

For help with common problems, more 
Americans now use the Internet rather than 
consult experts or family members, accord-
ing to the latest Pew Internet & American Life 
Project survey. Fift y-eight percent of those 
surveyed use the Internet while 53 percent 
turn to professionals, such as doctors, lawyers 
or fi nancial experts, and 45 percent seek out 
friends and family members.

Th e survey indicated that 77 percent of 
Americans now have Internet access, with 
64 percent having broadband access and 13 
percent having slower dial-up access. Th ose 
with dial-up access are generally poorer, 
older, less educated and more likely to 
rely on TV and radio for information than 
broadband users.

More Americans than ever are using 
the Internet to help them choose the next 
U.S. president, according to Pew. About 
24 percent of Americans say they regularly 
learn something about the presidential 
campaign from the Internet, which is up 
from 13 percent during the 2004 campaign.

Th e Internet may have been invented 
by Americans, but other countries are cur-
rently taking to it with more enthusiasm, 
according to a new Harris survey done 
for Symantec.

Th e Chinese are by far the most active 
bloggers among the eight countries surveyed. 
Eighty-six percent of adults with online 
access in China spend time on their personal 

blogs, compared to 44 percent in Brazil, 39 
percent in Japan, 20 percent in the United 
States, 19 percent in the UK, 18 percent 
in France, 17 percent in Australia and 13 
percent in Germany.

 Some countries are also more active than 
America at retrieving news and opinion. 
Ninety-three percent of adults online in 
Brazil spend time following news sites and 
blogs compared to 92 percent in China, 83 
percent in Japan, 77 percent in the United 
States, 76 percent in France, 75 percent in 
Australia, 71 percent in Germany and 66 
percent in the UK.

Th e UK leads online shopping, with 96 
percent of online users buying merchan-
dise online. Th is compares with 93 percent 
in Germany, 90 percent in both the United 
States and Japan, 89 percent in France, 86 
percent in China, 84 percent in Australia 
and 81 percent in Brazil.

Personal fi nance on the Web isn’t quite 
as popular as shopping, but the majority 
of online users in the countries surveyed 
have handled some fi nancial transactions 
on the Internet. China leads the way with 
87 percent of Web-connected adults doing 
online banking or paying bills online at least 
sometimes. Th is is followed by 85 percent in 
the UK, 84 percent in France, 81 percent in 
Australia, 79 percent in the United States, 
78 percent in Germany, 74 percent in Japan 
and 68 percent in Brazil.

When it comes to making friends online, 
the Chinese are also out front, with 84 
percent who have online access doing so. 
Th is compares with 77 percent for Brazil, 
54 percent for Australia, 45 percent for the 

United States and Germany, 42 percent for 
the UK, 38 percent for Japan and 31 percent 
for France.

Among the newest Internet activities is 
watching or downloading movies. In the 
United States, 41 percent of adults and 46 
percent of children online do this at least 
sometimes. In China, the fi gures are 97 
percent of adults and 96 percent of children. 
China also leads the world in download-
ing music with 97 percent of adults and 98 
percent of kids online doing so; it’s much 
lower in the United States — 56 percent of 
both adults and kids.

As you might expect, the most popular 
Internet activity among kids is games. In 
the United States, 96 percent of kids and 
74 percent of adults online play games. In 
China, the fi gures are 99 percent and 95 
percent, respectively.

Despite the presence of spam, viruses, 
and phishing, e-mail remains the most 
popular Internet activity among adults, with 
97 percent to 99 percent of adults online in 
all countries surveyed exchanging e-mail.

According to the most recent Nielsen 
survey on the subject, the United States’ 
10 most popular Web sites, in order, are: 
Google, Yahoo, Microsoft , MSN/Windows 
Live, AOL Media Network, YouTube, Fox 
Interactive Media, Amazon, eBay and 
Apple. Google leads search engines and is 
used for 56 percent of all the Web searches, 
compared with 18 percent for Yahoo and 
14 percent for MSN/Windows Live Search. 
REID GOLDSBOROUGH IS A SYNDICATED COLUMNIST AND 
AUTHOR OF THE BOOK STRAIGHT TALK ABOUT THE INFORMA-
TION SUPERHIGHWAY. HE CAN BE REACHED AT REIDGOLD@
COMCAST.NET OR WWW.REIDGOLDSBOROUGH.COM.

The Internet, These Days
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Sprint is not the sole winner of the 2007 Networx Enterprise Contract. Sprint Mobile Broadband Network reaches over 224 million people. Rev. A enhancements reach over 211 million people. Coverage not available 
everywhere. See sprint.com/coverage for details. Not available in all markets/retail locations. ©2008 Sprint Nextel. All rights reserved.

1-800-SPRINT-1

sprint.com/government

You freed yourself from the office. 

Don’t let a slow network tie you down.

MOBILE BROADBAND FOR STATE AND LOCAL GOVERNMENT

Whether you need to access critical information in an emergency, 

check live camera feeds or COG plans or just update your calendar, you can 

do it faster and in more places with Sprint. The reliability of Sprint Mobile 

Broadband lets you make just about any place a workplace, fast. 

That’s getting it done at SprintSpeed.™

Winner of the multiple award Networx Enterprise Contract.
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  signal: 
  noise BY PAUL W. TAYLOR 

CHIEF STRATEGY OFFICER
CENTER FOR DIGITAL GOVERNMENT

E
verything you know about parking 
tickets is probably true. Th ey get 
more expensive the longer they 
linger in your glove compart-

ment. Th ey’re also lucrative revenue streams 
for local governments — if there are cost-
eff ective means of issuance, tracking delin-
quencies, handling appeals and ultimately 
suspending scoffl  aws’ vehicle registrations.

Parking tickets also provide a case study 
in operating shared services while reducing 
reliance on the general fund.

Two decades ago, Inglewood, Calif., devel-
oped an enterprise service for processing 
parking tickets. Inglewood began assisting its 
neighbors for a fee — soon 80 entities across 
the country were signed up, including large 
cities. In late 2004, the processing service 
that had run quietly in the city’s IT shop met 
with crisis. Dallas and Berkeley, Calif., each 
announced their intention to put process-
ing up for competitive bid. Inglewood had 
already lost Chicago a few years earlier.

Michael Falkow is director of Inglewood’s 
Information Technology and Commu-
nication Department, and up until press 
time, was acting city administrator. Falkow 
— a self-described project manager/systems 
analyst/sales engineer — began working for 
Inglewood in 2003. Before long, he owned the 
enterprise service — and the crisis. 

Falkow found a system teetering toward 
a death spiral. Th e city had to quickly deter-
mine how to respond to its customers’ RFPs. 
Moreover, the mainframe parking system was 
more than 20 years old, and the city couldn’t 
invest in it the way private-sector competitors 
could. Both ACS — which won the Dallas 
bid — and Duncan Solutions had developed 
client-server and Web-based solutions. 

Money presented several vexing prob-
lems. Th e city couldn’t pay sales commissions 
to staff  for bringing in new customers; that 
would be a gift  of public funds. Inglewood also 
couldn’t aff ord to lose another client because 
that risked the service’s ability to break even.

Falkow and city executives explored alter-
natives — most of them were bad. Ending the 
service was the least desirable option. “Our 
customers had come to depend upon us,” 
recalled Falkow. “We liked the revenue. Aft er 
all, it reduced direct costs of IT throughout 
the city.”

Th ey eliminated ideas of building a Web-
based system or migrating code to a new 
platform because they lacked the needed $3 
million. Th ere was no guarantee of suffi  cient 
profi ts to support the investment.

In the end, they created a public-private 
partnership that fi ts the needs of the city, 
its 80 institutional customers and the other 
market players. It’s now the Inglewood Cita-
tion Management Services and has become a 
co-sourced shared service. Duncan Solutions 
handles citation processing and Law Enforce-
ment Systems Inc. manages collections. 

“Not only are we the provider of this 
service,” Falkow said, “but we’re also a 
receiver. We know it the best from both sides. 
If we can off er the best practices, contract 
administration and purchasing capabilities, 
that government-to-government relation-
ship can be very powerful. We can also be 
the watchdog of the vendors.” Inglewood still 
shares in the transaction fees and can collect 
more of what’s rightfully owed.

Falkow still smiles at being called “parking 
ticket guy,” but he knows he has bigger fi sh to 
fry in the big switch to shared services. 

Ticket to Services
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True Consolidation.
Sun’s x64 systems offer an immediate 50% savings on data center 
space, stacked up against comparable HP systems. Sun can also help 
you consolidate and manage Solaris, Linux, and Windows.

Don’t get trapped by proprietary virtualization solutions.  

Enterprise Class at Commodity Prices.

sun.com/federal

Who needs expensive, proprietary virtualization software when, hey, you can get it free with open source Solaris. © 2008 Sun Microsystems, Inc. All rights reserved. All logos and trademarks are property of their respective owners.

Sun

The other guys
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Let’s get started.

In these times of trying to do more with less, and with a rapidly evolving workforce, 

fl exibility is paramount to getting the job done. So how do you enable an agency 

that works at warp speed? By facilitating effective collaboration, sharing, training, and 

decision making. By offering agency employees fl exible working environments that allow 

them to do their best wherever they are. And by building a scalable IT infrastructure to 

cost-effectively meet today’s and tomorrow’s missions. Microsoft is helping agencies like 

yours reach these goals. Let’s talk about developing innovative solutions to help you 

break the speed limit.

Visit microsoft.com/slg for more on solutions aligned with your mission.

What if every public agency could be considered 
a rapid response team?
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