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T o d  N e w c o m b e  |  E d i t o r

For those of us who worry about the 
environment, there’s usually a turn-
ing point in our lives when the issue 

begins to affect our everyday thinking and 
activities. For me, it came after reading two 
books: A Sand County Almanac, by Aldo 
Leopold, and Rachel Carson’s Silent Spring. 
These classics of environmental literature 
opened my eyes to the beauty and fragility 
of nature, and the powerful but ultimately 
degrading impact modern society has on the 
air, water and land if we don’t take measures 
to protect the environment.
 Contributing writer George Beard had an 
environmental epiphany when he heard a 
radio news report about a massive floating 
landfill of plastic in the middle of the 
Pacific Ocean. Nearly the size of Texas, the 
vast expanse of waste, known as the Pacific 
Trash Vortex, shocked Beard into thinking 
more critically about what’s happening with 
other forms of waste we rarely see, namely 
electronic or “e-waste.” 
 His article in this issue of Public CIO,
Out of Sight, Out of Mind, examines the 
problems everybody — particularly CIOs 
— face when it comes to disposing electronic 
devices in an environmentally safe manner. 
Without any strong federal regulations, we 
are left with a patchwork of programs run 
by a handful of states, nonprofit groups and 

a small number of green-friendly IT compa-
nies. To help fill the vacuum, Beard provides 
CIOs with strategies to start tackling this 
growing problem of toxic refuse.
 Paul Taylor’s article, Finding the C in 
Green, examines the CIO’s role in the broader 
context of creating a green government. 
Once again, the lack of a federal policy 
has left the issue in the hands of state 
legislatures (and a few big-city mayors and 
councils) to discuss and debate the policies 
and strategies needed to create a more 
energy-efficient and sustainable public 
sector. Since IT will be a major factor in 
making this happen, what is the CIO’s role? 
Do they take on the mantle of Chief Green 
Officer? As Taylor points out, the answer 
isn’t clear. 
 Finally in this issue, we introduce Public 
CIO’s newest columnist. I’ve known Liza 
Lowery Massey for many years and have 
watched her CIO career evolve as she took 
IT positions on the East and West coasts, 
most notably as CIO of San Francisco and 
Los Angeles. Today she is the founding 
director of The CIO Collaborative. If you 
have read her previous contributions to our 
magazine, you know that Massey is a savvy 
expert on the role of the CIO, and she isn’t 
afraid to say what’s on her mind. Welcome 
aboard, Liza. ¨

Government’s Silent Spring

I N T R O D U C T I O N

2 0 0 7  M A G A Z I N E  O F  T H E  Y E A R

“The more clearly we can focus our attention on the wonders and realities of the uni-
verse about us, the less taste we shall have for destruction.” — Rachel Carson
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As Delaware begins work this year 
on a $70 million upgrade to its statewide financial system, 
state CIO Tom Jarrett is confident changes he made to 
address troubled projects of long ago will pay off and 
keep IT in better alignment with internal customers.

Jarrett, who became CIO in 2001, said the Department 
of Technology and Information (DTI) was created 
seven years ago “because of the failures of the previous 
organization, which had a poor reputation for 
completing projects.”

One example is an 800 MHz first-responder radio 
network project. Jarrett believes the previous IT organiza-
tion began the deployment without clearly understanding 
who their customers were. “They didn’t include any first 
responders in the development process. The attitude was, 
‘We’re technologists — we know what’s best.’”

After deployment, the first responders were unhappy 
that the radios didn’t work everywhere they should
have, as well as other unsatisfactory features, he said. 
Poor communication with the Delaware Legislature 
contributed to the problem because it was more difficult 
to get additional funding.

Jarrett made two structural alterations he considers 
significant. First he established a customer care center 
staffed with seven people assigned to develop expertise 
on the business process needs of specific agencies. “I don’t 
know all the nuances of what the Department of Youth 
and Families needs,” he said, “but this customer relation-
ship specialist is charged with doing just that. Then that 
person is a champion for that customer when we look 
at what types of solutions might address their business 
problems, instead of us trying to push some technology 
on them that might in no way address their issues.”

Front-EndAlignment
B Y  D A V I D  R A T H S ,  C O N T R I B U T I N G  W R I T E R   |   P H O T O  B Y  T H O M A S  V E N E K L A S E N
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Delaware CIO Tom Jarrett  
— shown here with his 
favorite piece of technology 
— has tackled the IT-alignment 
problem head on.

How some CIOs 
are tuning up their 
organizations to 
get in sync with 
business strategy. 
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Second, he created a change management team to help 
agencies cope with the disruptions new technologies 
can cause. “You have to take the time to help employees 
through that change,” Jarrett said. “Otherwise you get 
naysayers who start complaining that the system doesn’t 
work. The technology gets a bad rap. If we don’t help them 
learn how to use it, we’re swimming upstream.”

The Delaware DTI took a different approach when it 
upgraded the radio system to add in-street and in-building 
coverage. “We established a project team that brought in the 
users from day one,” Jarrett said, adding that they played 
a significant role in reviewing the technology, vendors and 

costs. Jarrett said the state 
budget office and Legislature 
were kept in the loop.

Path to Alignment
For years, CIOs have sought 

to closely coordinate IT proj-
ects and overall strategy with 
business processes, yet prog-
ress toward that overarching 
goal has been slow. In a recent 
Public CIO survey, executives 
still list IT-business alignment 
as their No. 1 IT management 
concern.

Alignment may boil down 
to a few basic problems: poor 
nuts-and-bolts project man-

agement, a weak governance structure or a more serious 
and systemic disconnect in long-term strategic plan-
ning. The CIOs and analysts interviewed for this article 
described formalizing project management, developing IT 
strategic plans that match their agencies’ goals, and beef-
ing up governance structures and metrics to ensure their 
projects meet or exceed business users’ expectations.

Projects rarely fail because the technology doesn’t work. 
One common pitfall, however, is the translation of user 
requirements into system features. 

“Getting true integration of business domain knowledge 
into IT systems is the toughest nut to crack,” said Robin 

“Originally I had envisioned one big 
happy family all working together, but 
it’s taking some time to get there.”

Toni Jelinek, CIO, Hennepin County, Minn.

Toni Jelinek, CIO, Hennepin 
County, Minn., revamped 
the county’s centralized IT 
department to fix alignment 
issues with the business side 
of government.

A big part of the alignment equation is how closely the 
CIO works with other senior business executives on strategic 
planning. A 2007 Diamond Management and Technology 
Consultants survey of more than 450 senior business and 
technology executives in government and the private sector 
reported that although 80 percent of respondents said IT is 
strategic to their business, less than 40 percent of them thought 
the CIO was significantly involved in strategic planning. 

Where public-sector CIOs come from often impacts their 
ability to get involved in strategy sessions, said Diamond 
partner Erik Garr. “If they are appointed, they may have a better 
handle on the business relationships but not understand 
much about how the IT operations actually run.” Conversely 
someone who has come up through the ranks may be weak 
on the business and policy side but have strong technical skills 
and relationships throughout the IT organization — yet he or 
she may get shut out of strategic discussions. “Ideally in the 
office of the CIO you have people with both skills,” he said. “It’s 
rare to find a CIO with both.” 

Some technically oriented CIOs invest their time trying to 
understand the policy side and building bridges to business. 
And a really good appointed CIO will spend considerable 
time learning what the IT employees do day-to-day, according 
to Garr. “They can learn to become a leader,” he said, “but it 
doesn’t happen naturally.”

Gartner’s John Kost believes it’s often the CIO’s fault if he or 
she doesn’t have a seat at the strategic planning table.

“CIOs too often speak in IT jargon, and policy leaders are 
often abysmally inept at understanding IT, and it really is 
incumbent on the CIOs to do the translation to bridge that 
gap,” he said. “They have to be more forthcoming in educating 
other execs in non-IT terms.”

Michael Bartell, the CIO of the Federal Deposit Insurance 
Corp., believes more CIOs are realizing that they have to be 
involved in business analysis on the front end — not just about 
which software to employ, but whether to make a change 
at all. “They have to learn to speak a common language, the 
business language,” he said. “Otherwise they are always going 
to be seen as IT service providers. They have to be driven by 
business needs.”

CIO’s Seat at the Table
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Portman, a vice president with consulting firm Booz Allen 
Hamilton (BAH) who works with federal health agencies. 
Some business users come up with requirement definitions 
and throw them over the wall to IT, she said, but business 
owners must learn to make their needs comprehensible. 
“For instance, I work with clinicians, doctors and nurses. 
They know their craft inside and out. But when they start 
listing requirements, they can get into so much detail that 
it makes it more difficult for IT to produce what they 
want,” she said.

BAH developed methodologies to help users represent 
what they want and modeling techniques to help IT people 
explain what they’ve heard.

“We ask IT to establish a model with an implementa-
tion-agnostic view,” Portman said, meaning that IT should 
be able to draw up a definition of the business require-
ments that is not tainted by a predetermined view of 
which tools to use.

Portman recalled a 2007 engagement at the National 
Institutes of Health (NIH), which was going though a rocky 
implementation of an Oracle enterprise resource planning 
system to streamline and automate purchasing and ware-
house management. After interviewing users, BAH consul-
tants believed the deployment had been driven too much 
by the technology team, so when the system was rolled out, 
NIH experienced unanticipated problems, such as backlogs 
and data conversion issues from previous systems.

“We don’t bring in IT guys; we bring in an operations 
team with supply-chain management experience,” Portman 
said. The team meets with stakeholders and managers to 
dig for the root causes and to hammer out solutions, which 
may include more software training for users. Portman 
said some large IT projects go off the rails if midcourse 
corrections aren’t made. It can help to bring in an impartial 
third party to review assumptions about whether the soft-
ware is matching up with business processes. “When you 
are working so closely on a project,” she said, “you can be 
guilty of drinking your own bathwater.”

A similar financial software change forced Kim Heldman, 
CIO of the Colorado Department of Transportation (CDOT), 
to make organizational changes last year.

CDOT began an SAP implementation in summer 2005 
and went live in November 2006. Heldman said that soon 
after she took the CIO post in April 2007, “it was evident 
that we didn’t have the best support structure going for-
ward considering what a big change this had been.”

She brought in consultants to analyze business pro-
cesses and research best practices. “We decided to create 
a business process resource center in tandem with our 
technology resource center,” Heldman explained. The cen-
ter is staffed with 12 business process experts who bridge 
the gap between business users and IT. For instance, one 
person might have specific knowledge of how CDOT does 

www.public-cio.com [15] 

“You have to take the time to help 
employees through that change. 
Otherwise you get naysayers who start 
complaining that the system doesn’t 
work. The technology gets a bad rap. 
If we don’t help them learn how to use 
it, we’re swimming upstream.”

Tom Jarrett, CIO, Delaware 
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market purchases only. Call your CDW•G account manager for details. 2Assumes 2:1 compression. Offer subject to CDW•G’s standard terms and conditions of sale, available at CDWG.com. ©2008 CDW Government, Inc.

Your agency has more applications and the same size
server room. May we suggest consolidation?

•  Dual-Core Intel® Xeon® Processor 5160 (3GHz) allows 
a greater workload per processor

• Memory: 2GB std., 32GB max. (PC2-5300)
•  4MB Level 2 Cache increases dual-core performance 

and provides faster processor hit rate

HP ProLiant® BL460c Blade Server

Blade servers sold separately

$348326
CDWG 1005863

$657352
CDWG 1345051 •  Dual Quad-Core Intel® Xeon® Processors 5460 (3.16GHz) 

improve performance in a virtual environment
• Memory: 4GB std., 48GB max. (PC2-5300)
•  24MB Level 2 Cache increases dual-core performance 

and provides faster processor hit rate

HP ProLiant® BL480c Blade Server

Blade servers sold separately
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CDWG.com/stateandlocal   800.767.4239

The more your agency grows, the more it has a growing need for server consolidation. CDW•G can help 
you reduce the number of servers, while increasing capacity. Our personal account team knows the 
needs of your state and local agency. They’ll team up with server specialists to develop a solution that’s 
right for you. Then, we’ll custom configure your technology so that it works right when you get it. When 
you need more space, think consolidation. And think CDW•G. 

We’re there with the server solutions you need.

•  3000VA, 2700 watts
•  Includes HP Power Management software, rack-mount kit 

and enhanced front-panel display
• Transformer-less technology
• Support for Remote Emergency Power Off circuitry

HP R3000 UPS

Blade servers sold separately

•  Flexibility to scale from a single enclosure holding up to 8 blades, to 
a rack containing 7 enclosures holding up to 56 blades

•  Includes 2 power supplies, 4 fans, an onboard administrator DVD 
drive, rail kit and 8 Insight Control Environment 30-day trial licenses

HP BladeSystem c3000 Enclosure  

Blade servers sold separately

$447877
CDWG 1286453

• Increase hardware utilization by 50% to 70% 
•  Decrease hardware and software capital costs by 40% 
•  Improve server-to-server administrator ratio from 10:1 to 30:1
•  License plus one-year 9 x 5 support for two processors

HP VMware® Infrastructure 3 
Enterprise Edition

Call CDW•G for pricing
CDWG 1005579

HP SMART BUY – savings up to $9201

HP 1/8 G2 Ultrium 448 Tape Autoloader Bundle
•  Storage capacity: up to 1.6TB native, 3.2TB compressed2

• Includes HP 1/8 G2 Tape Autoloader Rack Kit and 8 LTO-2 tapes 
• One drive and eight slots
• Includes HP StorageWorks® Data Protector Express, Single Server 

HP SMART BUY – savings up to $9201

$304138

CDWG 1152161

$147629
CDWG 1000446
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accounting and how that applies to SAP. They meet with 
the IT team on a regular basis to determine priorities. 

With the heavy lifting on the SAP implementation com-
pleted, Heldman is hoping to turn that project’s steering 
committee into a broader IT management team to guide 
overall policy and foster integrated IT planning. 

Emphasis on Governance
Toni Jelinek knew she was facing alignment problems 

three years ago when she took the CIO position in Hennepin 
County, Minnesota’s most populous county. Minneapolis is 
the county seat.

“We had a centralized IT organization to serve the whole 
county,” she said, “yet the departments had set up their own 
internal IT shops because they weren’t getting what they 
wanted from centralized IT.”

The first thing she did was begin a strategic planning 
process because she realized a renewed emphasis on gov-
ernance was necessary. “We didn’t address technology so 
much as how we want to run IT.”

IT and departmental business leaders decided that cen-
tralized IT would become a shared services department 
that provides common functionality to all agencies; IT staff 
embedded in departments would stay there, led by project 
leaders called “business information officers” who report to 
the business line and Jelinek.

The business information officers also sit on a newly 
established technology steering committee, but Jelinek 
admitted that process still needs refinement. “Originally I 
had envisioned one big happy family all working together, 
but it’s taking some time to get there,” she said. “We have 
people talking to each other about projects, but we also still 
have surprises crop up that indicate the communication is 
not as good as it should be. We still have people feeling that 
they are autonomous.”

Catching Trouble Early
At the federal level, the Office of Management and 

Budget (OMB) has made an effort to create reporting struc-
tures that help measure IT alignment. 

“Just adhering to these structures helps CIOs lever-
age the reporting functions, such as capital planning and 
investment management, to force discussions about the 
value of IT projects,” said Erik Garr, a partner in Chicago-
based Diamond Management and Technology Consulting.

“It has forced CIOs to have these strategic discussions. If 
they don’t, OMB will let them know about it.”

Daniel Mintz, CIO of the U.S. Department of Transportation 
(DOT), said a new centralized project management office 

lets his team catch issues early and put troubled projects 
back on track. “We felt a need to develop clear, repeatable 
processes that we can learn how to measure,” he said. 

Mintz cited as an example the Federal Aviation 
Administration Telecommunications Infrastructure proj-
ect, a huge multiyear undertaking to replace legacy tele-
communications systems that fell behind schedule and ran 
into management problems. “We did a program review, 
adjusted the project management team and worked on 
changes with the contractor,” he said.

 Now the project is back on track. That review has become 
the model for how DOT’s project management office works. 
“We use stoplight charts and metrics to focus on problem 
areas before they become serious,” he explained.

DOT’s project management office is using a technique 
called earned value management, which allows it to mea-
sure the progress of projects. For instance, a one-year 
project with a $1 million budget might be halfway to com-
pletion in six months, but what if it has spent 80 percent 
of the budgeted money? “We are setting up an approach 
to track all aspects of the project from initiation so that 
doesn’t happen,” Mintz said.

On the governance front, 
Mintz works to get the busi-
ness side of DOT’s operating 
administrations focused on IT 
investments early in the pro-
cess. “Previously they were 
involved in yes/no decision-
making after the planning 
had already been done,” he 
said. “We had to change that 
dialog and get them involved 
in the planning.” Mintz also 
meets monthly with a council 
of CIOs from all of the DOT’s 
operating administrations to 
review IT investments that cut 
across the whole department.  

[18]

“Typically the IT project planning and 
budget planning were on separate 
cycles. We have developed a more 
integrated approach to work together 
on each step.”

Dan Mintz, CIO, U.S. Department of Transportation

Dan Mintz, CIO, U.S. 
Department of Transportation, 
uses a centralized project 
management office to catch 
alignment problems before 
they worsen.
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Another focus is building a stronger relationship with 
the chief financial officer’s office. “Typically the IT project 
planning and budget planning were on separate cycles,” 
Mintz said. “We have developed a more integrated approach 
to work together on each step.”

The final piece of the puzzle is better performance mea-
surement. “This ties everything together,” Mintz said. “If 
there is a disconnect between business goals and IT goals, 
it’s in part because we don’t measure the last step of the 
project: Did it succeed?”

Mintz said his office will participate in an OMB-led per-
formance officers’ council, which is being established to 
create a common vocabulary across the federal government 
for measuring how IT projects meet goals.

Michael Bartell, CIO of the Federal Deposit Insurance 
Corp., is leading what he calls an IT transformation, in 
part by creating a CIO Council made up of 10 senior-level 
business executives who meet with him monthly.

“It’s been critical for me,” he said. “It’s helped our orga-
nization to be more customer-oriented, and it’s a great 
body to bounce ideas off of.”

In addition to creating a project management office, 
Bartell conducts quarterly portfolio reviews with the CIO 
Council to assess the progress, risks, schedules and costs of 
all ongoing projects.

The council also helps customers understand IT costs, 
he said. “Often you’ll hear complaints about IT because 
people say they don’t know where the money goes. And IT 
is expensive,” Bartell explained. “We try to use the CIO 
Council to break down that perception by being totally 
transparent with the IT budget.”

John Kost, managing vice president of Gartner Public 
Sector Research and former Michigan CIO, is a proponent 
of forcing business executives to spend time prioritizing 
IT projects. He said the key to governance is that it should 
not be left to IT people. “You need to get business and 
political leaders involved in prioritizing IT projects and 
understanding the tradeoffs each one represents,” he said. 
“The CIO should not be forced to make those decisions 
arbitrarily, and in a large organization, having a group of 
IT leaders from each department come together to make 
these decisions isn’t good enough either.”

Bartell aligns his IT stra-
tegic planning process with 
the FDIC’s overall plans. He 
sensed that the FDIC’s pre-
vious IT strategic plans were 
project-focused and tactical 
rather than strategic and IT-
centric.

As the FDIC laid out road 
maps of business processes, 
the IT team drilled down to 
see where the gaps are in data 
and applications supporting 
those missions. “We are taking 
a service-oriented architec-
ture (SOA) approach to see if 
there are parts of those appli-

cations that are duplicative and can be reused,” he said. 
The exciting thing for Bartell is that the business side has 
bought into the SOA approach already. “We are in lockstep 
on it.” ¨

www.public-cio.com [19] 

Michael E. Bartell, CIO, 
Federal Deposit Insurance 
Corp., created a council of 
senior executives to help guide 
IT alignment with business. 

“We try to use the CIO Council to break 
down that perception by being totally 
transparent with the IT budget.”

Michael Bartell, CIO, Federal Deposit Insurance Corp.
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B Y  M E R R I L L  D O U G L A S  |  C O N T R I B U T I N G  W R I T E R

CIOs find service-oriented architecture 
offers low-risk, low-cost building  
blocks for creating shared services 
in government. 

TIME AND TIME AGAIN,
we hear that technology silos are bad news. The notion of 
15 public agencies each building an infrastructure to run its 
own applications conjures images of wasted space, money, 
manpower and time.

For many, the solution for this kind of redundancy is to 
share. “Shared services” has emerged as a popular buzz-
word. But what people mean by that term — exactly what’s 
being shared and how — depends on whom you ask. 

It may mean a service that a central group provides to the 
whole enterprise; managing human resources or accounts 
payable for an entire state government is one example. “In 
the context of a lot of the public sector, it’s oftentimes things 
like network communications, IT infrastructure and data 
centers — so you see all those data center consolidation 
exercises,” said Paul Wheaton, senior vice president and 
chief strategy officer of Five9 Technologies, a Chicago-based 
IT management consulting firm that has helped several state 
governments with consolidations.

I L L U S T R A T I O N  B Y  T O M  M c K E I T H

SHAREto
Learning

[20]

PCIO04_20.indd   20PCIO04_20.indd   20 3/27/08   10:30:56 AM3/27/08   10:30:56 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



www.public-cio.com [21] 

PCIO04_20.indd   21PCIO04_20.indd   21 3/25/08   12:52:20 PM3/25/08   12:52:20 PM

_______ 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



[22]

But to Gartner analysts, a shared service is slightly dif-
ferent: an organization governed in part by the customers 
it serves, rather than a consolidated center created by 
executive decree.

“True shared services involve three elements,” said John 
Kost, managing vice president at Gartner and a former CIO 
of Michigan during the mid-1990s. “No. 1, that the custom-
ers are involved in governance. No. 2, that the organization 
that’s running it is billing back all its services to its custom-
ers. And No. 3, that there are mutually agreed-upon service 
levels between the customers and the organization running 
the operation.” 

One of the more interesting forms of shared IT service is 
creating software services that perform multiple functions 
for several organizations — not simply moving servers, 
storage and technicians into a central facility. The best way 
to accomplish this kind of sharing, some experts say, is to 
use service-oriented architecture (SOA). 

SOA is an approach to soft-
ware development that relies 
on reusable components and 
open standards. The idea is 
to create a collection of ser-
vices in the form of discrete 
software modules that can be 
combined in different ways 
to create different applica-
tions. They’re a bit like Lego 
blocks, with standardized 
connectors that bind each 
piece to every other piece. 
You might use the same plas-
tic blocks to build a model 
of a castle or a dinosaur. 
And you might use some of 
the same software blocks to 
build, for example, an online 
application that business 

owners use to apply for permits, or a different application 
that caseworkers use to enroll clients for benefits. 

Discussing the role of SOA in creating shared services 
can be confusing because people also use the term “shared 
services” to denote the software modules themselves. 
Under the SOA approach, the software blocks are called 
“services,” and numerous applications may use the same 
block in different contexts.

“When you talk about it in really tight IT terms, shared 
services is a component-based architecture, where you 
decompose a business service into elemental parts and 

then provide those common components for other people 
to adopt,” Wheaton said.  

Still, if you stick to the idea that “shared service” means 
an entity that serves multiple customers with software to 
meet their business needs, there are good arguments for 
using the SOA model to achieve that mission. 

One Engine, Many Business Lines
In an insurance company, the life insurance and annuity 

business unit might need to produce proposals; the property
and casualty business may need to produce explanations 
of benefits; the health insurance business might need to 
produce identification cards; and they all need to pro-
duce statements, each with its own set of details. “If they 
have a single SOA implementation of our engine, they 
can reuse that to enable multiple lines of business,” said 
Christian Cole, product manager for Exstream Software in 
Lexington, Ky. Exstream uses SOA in its enterprise docu-
ment automation solutions.

Typically an IT department builds a software platform 
that business units can use to generate documents tailored 
to their own needs, Cole said. Based on that software, the 
IT department develops a “center of excellence” special-
izing in that service. “Now you can eliminate silos,” Cole 
said. The IT department no longer has to look after a differ-
ent document composition tool for each business unit.

How Do You Like Your Services Delivered?

Private-sector companies may have taken the lead when it 
comes to shared services, but that doesn’t mean they have 
fully embraced the concept. In fact, a debate about the merits 
of shared services versus outsourcing has been simmering for 
a while.

Supporters of the shared services approach argue that although 
it’s not easy to implement, the benefits are greater because it 
delivers a better understanding of the services that are shared 
internally or externally. 

But outsourcing advocates argue that by turning the delivery of 
services over to a third party, there’s a greater incentive to reduce 
costs and generate savings. Service-level agreements between 
an IT department and its customer don’t have the same money-
saving enticement.

Surveys of private-sector IT executives show no consensus on 
which approach is best. However most CIOs agree that execu-
tive support is crucial to the success of a shared services delivery 
model, according to consulting firm Capgemini.

By Tod Newcombe, Public CIO editor

Lack of incentive to share 
has slowed adoption of SOA 
in government, according 
to Peter Bostrom, federal 
chief technology officer, 
BEA Systems.
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Within the federal government, the Office of Management 
and Budget (OMB) has spurred development of centers of 
excellence that provide IT services to multiple customers.
Among them are four financial centers of excellence 
operated by the Bureau of Public Debt, General Services 
Administration, Department of the Interior and the 
Department of Transportation. 

At the Administrative Resource Center (ARC) in 
Parkersburg, W.Va., the Bureau of Public Debt runs a 
single instance of the Oracle Federal Financials System. 
About 30 other agencies use that system to conduct their 
own financial transactions, including agencies within and 
outside of the Treasury Department such as the Armed 
Forces Retirement Home, Merit Systems Protection Board 
and the Office of D.C. Pensions.

“Why would you stand up all that infrastructure for these 
little organizations when they can simply log into somebody 
else’s instance and partition the data, so it’s secure from 
other people having access to it except for the people who 
need to be in that system?” asked Wayne Bobby, Oracle’s 
vice president of finance and administration, public sec-
tor. Agencies pay ARC based on their transaction volume, 
he said.

SOA is key to this arrangement because it dictates the 
use of open systems standards, Bobby said. An agency that 
uses the ARC system for financial transactions must move 
data between that system and its legacy applications for 
functions such as procurement, human resources and prop-
erty management. Any application based on open systems 
standards can exchange data with an application based on 
SOA, such as Oracle Financials, he said.

“Make sure you follow a service-oriented architecture 
so you’re in an environment where all those systems can 
still talk to each other,” Bobby said. “And then when 
you upgrade one of those systems, you don’t find yourself 
spending six months and $1 million writing interfaces to 
make sure those things still talk to each other.” 

SOA to Control Risk
Besides saving time and money, SOA helps minimize risk 

in software development projects, said Peter Bostrom, fed-
eral chief technology officer at BEA Systems in San Jose, 
Calif. “If I know that 30 percent of a given application is 
based on pieces and parts that I have built on top of five 
times in a row successfully, I’m pretty confident that I can 
build the other 70 percent within a certain amount of time 
given a certain number of resources,” he said. “I start to 
know with much more precision what I’m building and 
how much it’s costing me.” 

SOA has made a greater 
impact in the private sector 
than in government, part-
ly because in government 
there’s less incentive to share. 
“If I’m a department, and I’m 
funding a development for a 
specific application or set of 
IT functions, what interest 
do I have in enabling some 
other department to do its 
job better?” Bostrom said. 
Nor do systems integrators 
that develop software for 
government agencies see much 
benefit in allowing other 
agencies to reuse components 
of that software, he said. 
“They make very conscious 
business decisions around 

wrapping their intellectual property up very tightly, so that 
it cannot be used again by other agencies.”

Turf concerns also stymie the adoption of SOA and 
shared services. Agencies will agree to this kind of shar-
ing only if top executives champion the idea. “You need 
an investment of money and a certain amount of technical 
expertise, but the main issue is you need an investment of 
political capital,” said Kost. Few government leaders get 
behind SOA because the topic doesn’t make it onto their 
radar screens, he said. “To a politician, it’s boring as hell, 
especially when you compare it to things like public safety 
and education.” 

But for governments that overcome these kinds of 
obstacles, shared services based on SOA hold opportuni-
ties to offer better service to constituents. Government 
systems linked by shared software modules can simplify 
the process for citizens who need to update their records 
with several state agencies after a marriage, for example. 
“If you want to change your name and address, it would be 
nice to do it once and know that every government agency 
has made that change for you,” said Kost. 

This type of sharing also might cross jurisdictional lines, 
Kost said. “One could easily envision a time when SOA 
gets to the point where, when you change your name and 
address with that state agency, you’re able to change it with 
the local governments that are impacted by it and perhaps 
even the federal agencies. It has profound implications in 
terms of how you’re treated as a customer and how you are 
viewed as a customer by multiple governments.” ¨

Wayne Bobby, vice 
president of Oracle’s 
finance and administration, 
public sector, believes SOA 
will help drive adoption of 
open system standards 
in government.
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In October 2006, 
Sharon Dawes of the Center for Technology 
in Government (CTG) at the State 
University of New York at Albany and 
past president of the Digital Government 
Society of North America, traveled with a 
U.S. delegation to China. During that trip, 
the delegation of researchers and practi-
tioners joined a similar group from China 
and spent several days focusing on inter-
national digital government research.

In her article about that trip, Breaching 
the Wall, (see Public CIO, February/March 
2007), Dawes highlighted common chal-
lenges the United States and China face in 
pursuing digital government strategies. The 
public-sector problems in both countries 
are “simultaneously local and global — and 
every level of government in both countries is 
affected by and challenged to do something 
about them.”  

More than a year later, something is being 
done to raise digital government strategies, 
and in China’s case, increase the role of the 
CIO. Recent activities include knowledge 
exchanges around key cross-cutting issues, 
such as creating a public CIO system in 
China; jointly funded research workshops 
and collaborations on domain-specific 
issues such as public health surveillance; 
and creating institutional relationships 
through collaboration agreements on oper-
ational and practical initiatives.

Fast-growing China taps 
American knowledge to 
build a system for public 
CIOs, digital government.

By Theresa Pardo, 
Center for Technology in Government 
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Building China’s CIO Capability
China is currently developing its own CIO system similar 

to the U.S. version. This effort has come with challenges 
similar to those faced in America. In particular, the Chinese 
public sector has struggled to replace its prior business 
model, which was based primarily on a one-to-one rela-
tionship between project leaders and projects. In addition, 

directors of information centers or offices traditionally were 
not executive-level leaders. Also, many responsibilities 
beyond digital government are assigned to the appointed 
information executive.  

To provide China some of the United States’ experience 
as background, I traveled to Beijing in April 2007 and vis-
ited the Chinese Academy of Personnel Science to provide 
an overview of the U.S. public CIO system’s evolution. This 
session contributed to the ongoing effort to build a CIO 
system that takes advantage of lessons learned elsewhere, 
but also reflects the uniqueness of China and its vision of 
digital government. 

Wu Jiang, dean of the Academy of Personnel Science, in a 
November 2007 presentation at the Chinese e-Government 
Forum, cited four problems with China’s current system: 
CIOs do not have enough authority; responsibilities and 
roles are not clear; responsibilities and capabilities don’t 
match, so even when directors have power, they don’t always 
know how to manage technology and information; and 
China lacks a personnel system to recruit, retain and prop-
erly compensate public CIOs because the position is new to 
Chinese government. 

China is now considering three changes:
adopting a structure that can match the responsibility, 
power, interests and capabilities of CIOs;
implementing a scientific and systematic human resource 
system to formalize the appointment, evaluation and 
management of public CIOs; and
establishing efficient and well coordinated IT manage-
ment structures.

Yuanfu Jiang, e-government director at the National 
School of Administration, recently started a new program 
to help create a network of individuals with CIO-like 
responsibility in China. In late 2007, Dr. Jiang formed a 
new CIO association to bring individuals with CIO-level 
responsibility together on a regular basis. As it did in the 

•

•

•

[26]

This spring, the United States and China held workshops in 
Beijing on public health informatics and digital preservation.

The U.S.-China Workshop on Infectious Disease Informatics 
and Biosurveillance examined a wide range of health and 
surveillance-related issues, including large events such as 
the 2008 Summer Olympics in Beijing or disease outbreaks 
such as severe acute respiratory syndrome. The workshop 
was jointly organized by Daniel Zeng of the University of 
Arizona and Fei-Yue Wang, vice president of the Institute of 
Automation at the Chinese Academy of Sciences.  

Designing Cyber-infrastructure to Enable U.S.-China 
Collaboration in Tobacco Research, focused on the devel-
opment of cyber-infrastructure to support the tobacco 
research community, including smoking prevention and 
cessation, tobacco surveillance and epidemiology, and 
policy and evaluation. The workshop explored the use 
of emerging cyber-infrastructure tools to enable high-
performance computing, data integration and more effective 
collaborations. Noshir Contractor of Northwestern University 
and Xiao Ma of the West China School of Public Health 
organized the workshop.

Another digital preservation workshop included presenta-
tions on government digital information management in 
both countries, as well as cutting-edge digital preservation 
research. This workshop was jointly organized by Margaret 
Hedstrom of the University of Michigan and Liu Jiazhen of 
Wuhan University.

Workshops in China: Health, 
Tobacco and Digital Preservation

The transfer of expert 
knowledge between the 
United States and China 
offers public CIOs the oppor-
tunity to both contribute to 
and learn from the ongoing 
dialog of change.
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United States, the two-pronged approach — creating new 
policies and organizational structures, and building com-
munities for CIOs — appears to be making a difference.

Joint Digital Government Studies
In April 2007, the U.S. National Science Foundation 

(NSF) and the National Natural Science Foundation of 
China (NNSFC) launched an exploratory effort to jointly 
fund digital government activities, which will create syn-
ergy, identify common research interests and explore ways 
to establish long-term international collaboration between 
the two countries.  

The Special Collaborative Project in Digital Government 
Research program is designed to “investigate the role 
of digital government technologies and frameworks in 
improving government operations; study the underlying 
principles governing the development, evolution and adop-
tion of digital government technologies and frameworks; 
and promote general understanding of these principles and 
their application.” 

Ten projects were jointly funded out of this program, 
including collaborative research areas (e.g., infectious 
disease informatics and biosurveillance), as well as top-
ics about sharing information (e.g., digital preservation). 
The NSF and NNSFC are holding a series of workshops 
in China this spring on the topic of digital government 
to maintain momentum and collaboration between the 
two nations.  

The motive for studying disease informatics is clear: 
China, the United States and many other countries must 
work together to manage the spread of diseases. This 
project will offer two workshops, providing researchers 
and government IT executives an opportunity to learn 
about both individual and collaborative strategies to 
promote public health and better understand how IT 
can be applied across the entire spectrum of public 
health services.

Ideally these international collaborations will pro-
duce written products of use to both practitioners and 
researchers. Recent issues of Government Information 
Quarterly, the leading digital government research journal, 

www.public-cio.com [27] 

1.  To push forward e-government initiatives in China
 • Moving from government applications in one 
  agency to cross-agency collaboration and integration.
 • Moving from infrastructure to applications.
2.  To improve the current e-government project 
     management system
 • The current system is fragmented; no one agency 
  has overall responsibility across agencies — roles and 
  responsibilities are unclear.
 • The success of many e-government projects is 
  based on the capability of one key person, not a 
  management system.

Source: Wu Jiang, director, Chinese Academy of Personnel Science 

Why China Needs a Public CIO System

National School of Administration, Beijing, China
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for example, have provided readers a first look into 
China’s emerging freedom of information policies, as 
well as e-government case studies taking place in various 
Chinese cities.

Digital Government: Institutional Relations
Research workshops and knowledge exchanges are 

designed to bring together individuals with common 
interests. The expectation is that new collaborations and 
partnerships will emerge from these informal connections. 
To further this goal, organizations in the United States 
and China are also pursuing another strategy: institutional 
relationships.

In 2007, the CTG signed an agreement with the China 
National School of Administration to collaborate on research 
and offer executive development programs. The center signed 
a second agreement with the China State Information Center 
to translate CTG publications into Chinese. Experts in both 
countries are being appointed to advisory boards and pro-
gram committees as a means to secure these relationships. 

International events, such as dg.o, the International 
Conference on Digital Government Research of the Digital 
Government Society of North America, and ICEGOV, 
the International Conference on Theory and Practice of 
Electronic Governance, increasingly illustrate the potential 
and growing interest in new relationships revolving around 
global digital government. 

It’s important to remember as Dawes explained in her 
article, “Public CIOs are players in this game.” Public-
sector CIOs in the United States and China have much to 
gain from these efforts. Through new collaborations and 
knowledge-sharing capabilities, we have the potential to 
inform information problems (e.g., security and identity, 
pandemic, and climate change), operational problems (e.g., 
organizational change and IT skills development) and 
other challenges such as an aging work force. The transfer 
of expert knowledge between the United States and China 
offers public CIOs the opportunity to both contribute to 
and learn from the ongoing dialog of change. ¨

China Facts

The motive for studying disease 
informatics is clear: China, the 
United States and many other 
countries must work together to 
manage the spread of diseases.

[28]

Population: 1.3 billion
Gross Domestic Product: $2.77 trillion

E-Government in China:
China spent $5 billion on e-government products and 

services in 2007, according to market research firm IDC, and 
is expected to spend approximately $7 billion by 2011.

China’s government is transforming from an administrative 
role to one that is more service-oriented, according to IDC, 
driving demand for e-government technology. Five factors 
are steering China’s digital government strategy:

In 2006, the Chinese government released a standards 
document that set the foundation for government IT 
interoperability and business collaboration.
Most e-government systems have progressed to the 
stage of system optimization and integration, such as 
insurance and tax programs.
E-government hot spots are emerging in mobile govern-
ment, community information and disaster recovery.
E-government IT in China is dominated by “incumbent” 
vendors who are in a strong position to meet the 
specialized needs of China’s public sector.
Government investments in e-government software 
have increased the demand for services and support, as 
well as custom development of new IT services. 
 

•

•

•

•

•

 Busy Shanghai street
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HERE’S A FUN EXERCISE: For the next month, seek out and complete every 
survey and customer comment card you are offered. I warn you, this exercise 
isn’t for the faint of heart, as they will be everywhere! The truth is, we are so inun-

dated with surveys that we ignore most of them. Accept this challenge, and by the end 
of the 30 days, you’ll be amazed at how many organizations seem interested in obtaining 
your feedback with the implied goals of improving service and exceeding your needs. 

During my month of surveying the surveys, several recurring themes made me ques-
tion the effectiveness of these widely accepted tools. The most revealing finding was that 
almost a year later, I haven’t seen one process change at the restaurants where I eat, the 
hotels I stay in, my gym, my bank or my barber. It may appear that these cards are the 
fabric that keeps organizations running, but I’ve peeked behind the curtain, and more 
often than not, our comments are given less consideration than we give to filling out 
the surveys.

SATISFACTION

CAN’T
NOGET

B Y  W I L L I A M  B O T T
D E P U T Y  C I O ,  M I S S O U R I

Many CIOs 
measure customer 
satisfaction, but not 

all do it correctly. 
Here are some strategies 

for creating real 
satisfaction when it 
comes to helping 

customers.
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 Let’s analyze a classic survey on a five-point scale and 
see if any of these sound familiar.

1: Very Unsatisfied — Strongly Disagree
When I get bad service, the last thing I want to do is tell 

someone about it on paper. I may want to scream at some-
one, but more often than not, self-control gets the better 
of me and I choose to tell them about my disapproval by 
never coming back. If I bring my truck in for new tires and 
leave with a four-inch scratch in the door, I’m not sure a 
comment card is going to accurately capture my feelings 
at that moment, or if any response could possibly convince 
me to return for future service. The damage is done and I 
want to go home.

2: Unsatisfied — Somewhat Disagree
In addition to reaching me after the damage is done, 

comment cards never seem to ask the questions I want to 
answer. I recently purchased some new computer hardware 
online. The electronic survey that came two weeks later 
asked if I found what I was looking for on the Web site, if 
the product was reasonably priced, if shipping time was 
acceptable and if the product met my needs — along with a 
host of demographic questions seemingly more interested in 
marketing than customer satisfaction. What was not on the 
survey was the biggest disappointment I experienced: the 
time it took to install due to the lack of adequate instruc-
tions. That question was conveniently left off the survey. 

3: Neutral — Complete Apathy
It’s great that the employee at the drive-through was 

smiling. I appreciate being offered a receipt, and my food 
was served at the proper temperature. I guess I feel like I got 
“good value for my food budget dollar,” but I went through 
the drive-through. I didn’t use the restrooms; I can’t com-
ment on the establishment’s cleanliness, and no I’m not 
going to tell a friend. After all, I’m getting a burger from a 
clown’s mouth. I just want my burger and let me go.

I really don’t care about your business, and the com-
ment card does little to further my relationship with your 
organization. You’re asking the wrong customer.

4: Satisfied — Somewhat Agree
During my tenure at a large marketing firm, we tracked 

customer comment cards from more than 30 clients in 
a Microsoft Access database that would have made the 
staunchest application developer proud. I could break out 
data so detailed that only a statistician could truly appre-
ciate it. But when it came right down to it, all I had was 
a lot of subjective ratings, and worse yet, we had no idea 
what to do with the information we collected. 

You could score 4.3 one month and 4.6 the next, but no 
one knew why the numbers fluctuated, or if anything we 
changed made any impact. Ultimately we had relatively 
meaningless measures. 

5: Very Satisfied — But I Still Disagree
A couple years ago, I bought a new pickup truck. When 

I signed the final papers, the dealer handed me a new 
customer survey that was already filled out. The dealer 
correctly assumed I would never fill out the eight pages of 
questions so he did it for me. He also assumed I was going 
to answer fives across the board. 

I’ve now heard similar stories from friends. Apparently 
various companies use these surveys to rate dealerships, and 
anything less than a five leads to issues with the manufac-
turers. I’m sure the intent is that dealers are so concerned 
with getting a bad survey that they are changing all their 
processes and tactics to meet today’s customer expectations 
… nope, they just fill out the survey for you. 

On principle alone, I filled out a fresh survey and sent it 
in. They sent me lawn chairs. That was nice.

Three Reasons Why We Don’t Measure 
Satisfaction Well
1. We don’t make an easily definable product. Is a terabyte 

of data a product?
2. We juggle competing interests: infrastructure, disaster 

recovery and systems development.
3. We rarely interact with our customers, who are out of sight 

and mind for many IT specialists. 

Sometimes what is most meaningful 
to our customers is very difficult for us 
to measure.

[32]
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So what does any of this have to do with IT? Unfortunately 
when we attempt to measure customer satisfaction in our 
field, this is the model we use — a flawed instrument that 
provides us little more than a warm fuzzy feeling when the 
ratings look good.

We see this primarily in our support centers or help 
desks. Typically these folks have the most interaction 
with customers and usually under unpleasant conditions 
— when something is broken. They are the face of IT, but 
by the time customers see them, those customers are gen-
erally dissatisfied. Because of this relationship, most IT 
organizations measure customer satisfaction as a matter of 
survival and self-preservation. Show customers and execu-
tive management a warm fuzzy or else feel the wrath of the 
business director. 

Despite not typically having caused the problems as well 
as sharing the customer desire to fix problems as quickly 
as possible, these support centers are still the targets for 
customers venting their frustration with technology. With 
unhappy people calling all day, every day, and very little 
control of call volume, we measure what we can to show 
anyone who will look that we’re doing a good job. Did 
we answer the phone? Were we courteous? Did we fix the 
problem? And if we can track it, how quickly was the prob-
lem resolved?

We e-mail surveys after each work order is complete and 
dutifully collect the 3 percent that are returned. This way, 
when it hits the fan — and it will hit the fan — we can 
justify the six months it took to install new speakers by 
showing a 90 percent “satisfied” rating at a staff meeting. 

I’ve seen IT directors and CIOs use help desk measures as 
ratings for the entire technology department. It’s ludicrous 
to think that the complete customer technology experi-
ence and the shop’s ability to meet the organization’s needs 
can be captured in end-user support comment cards. In 
many cases, that’s the best we have to offer because that’s 
the best — or at least the most common — model we see. 
However, other than the warm fuzzy, survey results often 
have little else to offer.

I’m not suggesting that measuring customer satisfaction 
in our field is easy. First of all, very few people really know 
what IT does. We were recently asked in a budget hearing 
for a “regular English” definition of circuits, routers and 
switches. Eyes glazed over before we could even answer. 
Face it: We operate within the fog of war, and although many 
times it works to our advantage, when trying to communi-
cate customer satisfaction, it makes our task very difficult.

Three other things hinder our ability to adequately mea-
sure customer satisfaction: 

1. In most cases, we don’t make 
an easily definable product. 
We may store and manage 
terabytes of data, but it’s not 
really our product since the 
data is created and used by 
the organization. We simply 
house it. So exactly what is the 
product of the data center? 

2. We juggle competing inter-
ests. In addition to having 
to spread limited resources 
across abundant demand 
from various divisions, IT 
must fight for infrastructure 
costs, such as disaster recovery, that end up competing 
for funding with new system development.

3. We rarely interact with our customers. Over the last five 
years, we’ve made significant strides in project manage-
ment, and bridging that gap between IT and the business 
side. But the customer is too often out of sight and out of 
mind for the everyday technician.
With everything stacked against us, we either give up 

under the pressure or resort to the help desk survey. I 
would argue there is a better way.

Step 1: Talk to your customers, and they’ll tell you what 
they want.

It starts with opening the lines of communication 
between the CIO and the division business leaders. In a 
consolidated environment, you may have 20 distinct entities 
that you must balance. In the increasingly rare case that 
you serve only a single agency, you probably have compet-
ing divisions. I encourage you to reach out to each and 
every one of them regularly.

When Missouri consolidated IT functions for 14 executive
departments, we segmented our new customers into groups 
and asked the group leaders a simple question: “What 
results do you expect from your IT provider?”

We noticed a pattern. They wanted reliable systems that 
were secure, available and accessible to end-users. They 
wanted dependable project management on application 
development and better communication regarding timelines 
and budgets. This was excellent to hear because we already 
measured some of these things. Maybe they hadn’t been 
addressed on an enterprise scale or with the appropriate 
gusto, but most network managers look at available service, 
server farms calculate uptime, and we all should have soft-
ware that helps us with security and disaster recovery.
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For the areas where we had no current metric, we worked 
with the customers to define what we could count and 
measure that would demonstrate the effectiveness of that 
area. At the end of step one, we had a list of expectations 
and metrics for each item identified that were developed in 
conjunction with the customer. That’s the exact opposite of a 
comment card where the “what to ask” and “how to rate” is 
set by the service provider. Comment cards assume we know 
what the customer wants in the same way the car dealer 
assumes that if I bought the vehicle, I must be happy. 

Step 2: Have your customers set the performance targets.
The expectations and measures are the foundations on 

which you can build your service-level agreements or 
your management dashboards, but in themselves, they 
don’t help you determine the real levels of customer 
satisfaction. Setting a performance target or level of ser-
vice that will make your customer happy requires more 
discussion.

If a division tells us the most important thing IT does 
for it is update its Web site, we can set up a metric that 
measures how quickly the site is updated by counting the 
time between a request being made and the update. Using 
a simple follow-up question, we can determine a measure 
of customer satisfaction: “How fast does the update need 
to take place for you to be extremely satisfied?” 

If the answer is one day, we can easily count how many 
requests are posted within a day. That percentage is the 
percentage of customer satisfaction. For updates that took 
more than a day, we know we missed the mark. No survey, 
comment card or follow-up is needed — just simple up-
front communication combined with clear expectations 
and meaningful measures.

Step 3: Improve your processes. 
Unlike a comment card, you can use these performance 

targets to drive process improvement. Let’s say the per-
formance target is three hours. You know from the mea-
sures that you average two working days. Closing the gap 
between two days and three hours is the goal. Changes 
to your processes and procedures can be measured by the 
time they save and how much closer they bring you to the 
performance target. 

You can see how improvements impact your customer 
satisfaction in a very real way — and a way that’s different 
than looking at a comment card and trying to guess why you 
went from 4.3 to 4.6 this quarter. This approach changes the 
entire mindset of customer focus. We move away from the 
idea of, “are you satisfied with what I’m giving you?” to one 

of, “I understand what you need or want, and we’re striving 
to provide that to you.”

Step 4: Lather, rinse, repeat.
Customer expectations change over time. About every 
three to five years, it’s essential to review the customer 
satisfaction measures, and make sure you’re still delivering 
the right service the right way and meeting your business 
customers’ needs. 

Defining the process in four easy steps isn’t intended 
to give you the impression that customer satisfaction 
measurement is easy. Internally we struggled with devel-
oping measures that were meaningful to our customers. 
Sometimes what’s most meaningful to our customers is 
very difficult for us to measure. 

The availability of an application depends on at least 
four major factors: the software itself, the performance 
of the platform (servers and desktops) it runs on, the 
availability of the network it uses, and the end-user 
utilizing the application. With a customer satisfaction 
target of 100 percent availability during work hours, I 
know disruption in any of those areas can result in appli-
cation downtime for the end-user. Measuring each of 
the four factors as a stand-alone system is relatively easy. 
Measuring them all as they work in harmony to bring 
the application to the end-user is a challenge worthy of 
another article altogether. 

After the measures are set, the benefits of objectively 
measuring improvements and the confidence in knowing 
what you have to do to meet customers’ needs, as well as 
what you must do to proactively exceed their expectations, 
is a reward worth all the work — a reward that I am bet-
ting you will enjoy twice as much as scoring a 4.8 on that 
subjective survey.

So take my challenge: First complete as many surveys 
as you can, then put the surveys away and actually talk to 
your customers. You will find it to be a much better mea-
surement method. ¨

It’s ludicrous to think that the complete 
customer technology experience 
and the shop’s ability to meet the 
organization’s needs can be captured 
in end-user support comment cards.
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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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B Y  C H A N D L E R  H A R R I S  |  C O N T R I B U T I N G  W R I T E R

A state insurance agency CIO 
explains why he took on the daunting task 

of pilot-testing VoIP for California.

W hen California Gov. Arnold 
Schwarzenegger released the 2005 

California Performance Review report, 

which recommended a state agency study the fea-

sibility of voice over Internet protocol (VoIP) phone 

systems for state agencies, CIO Roy Simpson of the 

California Department of Insurance (CDI) took notice. 

The CDI sorely needed to replace the private 

branch exchange (PBX) phone system the agency 

installed in 1989, and Simpson wanted a tech-

nology update that would enhance productivity, 

streamline communications and provide better 

access for constituents.

“We looked at the governor’s report and said, 

‘Let’s be that pilot, and let’s provide information back 

to the Governor’s Office and other interested parties 

through a work group, and share that information,’” 

Simpson said.

Simpson was prepared for a pilot program since 

2004, when the CDI hired Delegata, a consulting firm, 

to perform a VoIP network-readiness assessment and 

evaluate the modernization needs of the CDI’s call 

centers in Los Angeles and Sacramento.  

Under Simpson’s leadership, the CDI was 

selected as the test agency and implemented its 

Telecommunications Infrastructure Replacement 

Project (TIRP). The project upgraded the CDI’s network 

infrastructure and replaced its existing telecommuni-

cations systems with a VoIP phone system. The CDI 

regulates the largest insurance market in the United 

States, and the agency’s telephone system supports 

more than 1,300 users across 14 offices statewide.

GoodInsuring
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P H O T O  B Y  G E R R Y  M c I N T Y R E

Roy Simpson, CIO, California 
Department of Insurance
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Bring on the Vendors
“We did a lot of brainstorming before we were able to 

create the plans,” Simpson said. “Each proposed solution 
carries its own unique level of implementation and support 
rigor based on complexity.”

Simpson’s team researched what features the CDI needed 
in a phone system. They interviewed office workers, mobile 
workers and call center staff to find out what they needed 
and wanted. “We partnered with the people who would 
actually use the technology in the end and found out what 
worked best for them,” Simpson said.

The key challenge for the $3.1 million project was dealing 
with vendors who were unfamiliar with the detail the project 
plans required to decrease risk and ensure success, Simpson 
explained. The TIRP team underestimated the amount of 
staff time required for the project. 

Simpson is a firm believer in collaboration as a tool for 
success. Cooperation during the project management process 
can help predict the potential problems or dangers, as well 
as successfully plan, organize and control activities, he said. 

During the VoIP implementation, CDI project managers 
held weekly project management meetings with the project 
vendors: NetProtex, AT&T, independent verification and 
validation vendor Delegata, Sabot Technologies, Cisco, and 
integration vendor Nexus IS. Simpson also established 
guidelines for team members’ interpersonal communication. 

CDI project managers established an implementation 
methodology: system configurations; testing and accep-
tance test plans covering functional and system test cases; 
maintenance plans for system support during and after the 
deployment; and training plans for user and administrative 
training. They used a Web-based portal to share documents 
and track and resolve issues during development. Monthly 
IT governance meetings were held with executive staff to 
discuss project status, issues and change requests.

In September 2007, the CDI deployed the VoIP-based tele-
phone system statewide, which included a desktop IP station 
and IP soft phones for three main locations and 11 satellite 
locations across the state. Many technologies were used for 
TIRP, including Cisco networking equipment, AT&T wide 
area network dedicated servers, Cisco software applications 
and several third-party applications.

[38]

“We partnered with the people who would 
actually use the technology in the end 
and found out what worked best for them.”
— Roy Simpson, CIO, California Department of Insurance

How Secure Is VoIP?
VoIP-enabled telephone systems are becoming more 

widely accepted and utilized, with VoIP adoption expected 
to triple by 2010 among small organizations in North America, 
according to a study by Infonetics Research. 

While VoIP technology is cheaper and more flexible 
because it uses the Internet for phone calls, these digital 
phone systems are susceptible to the same dangers as 
Web-linked computer networks.  

Since VoIP is basically a telephone call over the Internet, 
the biggest threat to VoIP systems is denial-of-service (DoS) 
attacks, according to Gartner. These attacks can be especially 
problematic in the VoIP environment because the network 
congestion from DoS attacks can make conversations unintel-
ligible. Capturing VoIP packets, or “eavesdropping,” is another 
concern, although the threat isn’t yet prevalent and is 
overhyped, according to Gartner. Signaling protocols, which 
establish communication sessions between two or more 
endpoints, also can expose VoIP phone systems to intruders. 

The most important precaution to take with any 
VoIP-based phone system is protecting the Internet protocol 
PBX system with an internal firewall to stop DoS attacks, said 
Lawrence Orans, a research director at Gartner. VoIP traffic 
should run through a separate Internet connection using a 
virtual local area network that separates voice and data. This 
prevents an Internet-based data attack that could use the 
VoIP network to attack the primary network.    

“If you look at high-level security, there’s nothing mysteri-
ous about VoIP,” Orans said. “The same components that can 
be attacked by converging information can be avoided with 
VoIP by many of the same best practices used with networks, 
such as firewalls and vulnerability management.” 

A 2005 report by the National Institute of Standards and 
Technology (NIST) urged caution when implementing VoIP 
technology because of security concerns. The report also 
recommends that organizations build separate voice and 
data networks.  

Yet many security measures implemented in traditional 
data networks are currently inapplicable to VoIP since it has a 
low tolerance for disruption and packet loss, the report said. 
NIST recommended that firewalls, intrusion detection systems 
and other security components be customized for VoIP.  

Organizations should also avoid buying inexpensive VoIP 
systems that can be installed on standard desktops, since 
these systems tend to be insecure. NIST recommends strong 
authentication and access control on the voice gateway 
system and using “stateful” packet filters that can track the 
state of connections, and “deny” packets that are not part of 
a properly originated call.
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The success of the CDI pilot helped California with a 
cost analysis that determines if and when VoIP technology 
would be an effective solution for other state agencies. The 
CDI now markets the TIRP through the state’s IP Telephony 
Work Group to share expertise and lessons learned, and 
provide system demonstrations to other state agencies.

The CDI’s VoIP system supports conferencing, auto 
attendant, paging, automatic failover and supports analog 
phones and fax machines. It also supports the CDI’s call 
centers in Los Angeles and Sacramento with automatic call 
distribution and interactive voice response (IVR). 

The IP phones provide CDI workers with mobile exten-
sions, allowing them to use their phone in multiple loca-
tions. The system improves security and interoperability 
through its failure protection when, in the case of a network 
failure, calls are automatically diverted to an alternate 
public switched telephone network. The new system also 
has unified messaging capability that integrates e-mail, 
voicemail and faxes onto desktop computers for retrieval 
through a phone or computer interface. A self-service IVR 
application — with speech recognition for navigation and 
input — integrates with the department’s Oracle database. 

The CDI call center provides on-site support to California 
residents during a disaster. The mobile extension feature was 
particularly effective during last year’s Southern California 
wildfires, when CDI workers teleworked from home or a 
local disaster site.  

The new system has increased staff productivity and 
improved service levels to insurance customers and agents, 
Simpson said. The cost savings in long-distance calling for 
the CDI is estimated at $80,000 annually. The CDI also saves 
$111,000 in lease payments it previously paid for the Los 
Angeles call center system. 

Problem Solver
For Simpson, the key to effectively governing an IT proj-

ect of this size and scope was collaboration — whether it’s 
working closely with vendors to iron out difficulties, com-
municating about problems or issues, establishing effective 
working guidelines or working with state agencies to share 
experience and knowledge.

During implementation, a dispute arose with one of the 
project’s vendors over a fixed-price contract. The vendor 
requested additional money for tax purposes, but Simpson 
negotiated to avoid a potential implementation delay. 

“I said, ‘You already have an invoice for payment — why 
don’t we consider the taxes in dispute and continue work-
ing?’” Simpson said. “We probably avoided a large legal 
issue over the contract terms, and they continued to work. 
I like sitting down at the table to negotiate. It’s really about 
the customer; what they get is paramount.” 

Simpson believes all organizations should empower staff 
to take risks, make and meet commitments, inspire trust, 
focus on the customer and effectively engage teams and 
individuals. 

“The buzzword for success in government is collabora-
tion,” Simpson said, “and that anything we do is transparent 
and open to public review. The real basis of power doesn’t 
come from being the only one with information. It’s being 
able to share it and extend its use to empower others.” ¨

“The real basis of power doesn’t come 
from being the only one with information. 
It’s being able to share it and extend its 
use to empower others.”
— Roy Simpson, CIO, California Department of Insurance

The new system has increased staff 
productivity and improved service 
levels to insurance customers and 
agents. The cost savings in long-
distance calling for the CDI is estimated 
at $80,000 annually.
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The Pacific Trash Vortex is an accidental 
“landfill” in the Pacific Ocean the size of 
Texas that was formed and is sustained 
by the clockwise circular pattern of four 
prevailing ocean currents.

Alaska

Canada

Hawaii
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Out of,

www.public-cio.com [41] 

The federal government’s 
inaction forces states, 

localities, manufacturers 
and nonprofits to 

take the lead in recycling 
IT’s toxic waste.

I L L U S T R A T I O N  B Y  T O M  M c K E I T H

A couple of months ago I was working away at my desk while listen-

ing to a remarkable and deeply troubling story on Chicago Public 

Radio’s This American Life: An enormous area in the middle of the Pacific 

Ocean is filling with plastic trash. Variously known as the Great Pacific 

Garbage Patch or the Pacific Trash Vortex, this floating continent of plastic is 

the area of Texas — and the largest “landfill” in the world. 

The garbage patch is an accidental problem with real consequences. 

It was formed and is sustained by the clockwise circular pattern of four 

prevailing ocean currents off the coasts of the Americas and Asia. The 

currents pick up debris and the vortex concentrates it similar to the way 

water spins down the drain. While historically this debris has biodegraded 

— decomposed by biological agents, such as bacteria — the garbage 

patch is accumulating vast quantities of plastic. Imagine the ever-growing 

Republic of Plastic floating around in the open ocean. 

The main problem with plastic is that it doesn’t biodegrade. Instead plastic 

is photodegradable — chemically broken down by light — into smaller and 

smaller pieces. Along the way, it can trap marine life or is consumed and 

enters the food chain. Any way you cut it, this is a nasty proposition made 

even more problematic because it’s beyond the jurisdiction of any one 

nation, and is therefore out of sight and out of mind. And yet I can’t seem to 

get it out of my head.
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Closer to Home
A week or so later, I was out walking my dogs, and we 

came upon a pile of computer gear stacked curbside beside 
a garbage can ready for pickup. There were several throw-
aways: a monitor, CPU, keyboard, printer and two portable 
phones discarded for good measure. This pile of electronic 
gadgets reminded me of that distant problem way out in 
the Pacific and got me wondering about a similar problem 
closer to home. What happens to all the electronic devices 
— the PCs, laptops, cell phones, PDAs and other devices 
that are so much a part of our business and personal lives? 
I set out to do a bit of exploring.

Electronic waste — colloquially known as e-waste — 
includes obsolete computers, monitors, cell phones, tele-
visions, microwaves, digital cameras, portable electronic 
games, calculators, etc. E-waste is the fastest growing 
garbage stream in the world, and according to an 
Environmental Protection Agency (EPA) estimate, only 
10 percent of the e-waste in the United States is recycled. 
Most of that effort derives from the leadership of 12 or 
13 states, nonprofits and a small but growing number of 
socially responsible technology firms. The federal govern-
ment has largely ignored the problem.

Disposal of e-waste is complicated because these devices 
contain lots of parts and materials, some of which are pre-
cious; others of which are hazardous.  

Almost every component is built with some kind of 
toxin. Computer circuit boards contain lead and cadmium. 
Monitors’ cathode ray tubes (CRTs) have lead, cadmium, 
phosphorus and barium. In fact, a large CRT may contain 
4 to 8 pounds of lead. Even cables are bad for the environ-
ment, because they’re sprayed with flame retardants that 
can leach into the soil and groundwater. Let us not forget 
that most electronic gadgets are loaded with plastic that 
doesn’t biodegrade.

To understand the scope of the problem where I live, I 
contacted the Oregon Department of Environmental Quality, 
which estimates that approximately 50 million pounds of 
e-waste ends up in landfills. This is a large figure for a 
state with a relatively small population base of 3.7 million 
residents. It makes me wonder what the numbers are like for 
California, New York, Florida and Texas, and what is being 
done to address the e-waste problem in those states. 

States Avoid the Vortex
About one-quarter of the states have passed e-waste legislation.
Most of the laws are so recent that they take effect in 2008 and 2009:

Arkansas (HB 2115): Establishes a deadline for the disposal of 
computer and electronic waste in landfills. Only state agency- 
generated e-waste is covered. 
Effective Date: 2008

Connecticut (HB 7249): This bill creates a mandatory recycling 
program for discarded covered electronic devices (CEDs). 
Effective Date: Jan. 1, 2009

Maine (LD 1892): Enacted in 2004, this legislation requires 
municipalities to send disposed computer and television monitors 
to consolidation centers that are fully funded by manufacturers. 
Effective Date: Jan. 18, 2006

Maryland (HB 575): This legislation establishes a county-by-
county collection system, and manufacturers are responsible for 
funding programs or creating their own plans. 
Effective Date: Jan. 1, 2006; expires in 2010

Massachusetts: Cathode ray tubes from TV and computer 
monitors were banned at all Massachusetts solid waste disposal 
facilities in 2000.

Minnesota (HF 854): Under this law, manufacturers of covered 
devices must register with the state, pay a registration fee and 
set up an e-waste recycling program. 
Effective Date: August 2007

Montana (HB 555): This bill, signed into law in April 2007, 
establishes a public education program for household hazardous 
waste recycling. 

New Hampshire (HB 1455): The law prohibits disposing video dis-
play devices (including CRTs) in solid waste landfills or incinerators. 
Effective Date: July 1, 2007

New Jersey (A 3572): This newly authorized legislation requires 
CED manufacturers under the state’s program to pay an annual 
registration fee and set up recycling programs. 
Effective Date: 2008

North Carolina (S 1492): Signed into law in August 2007, this 
measure requires CED manufacturers to pay for the transporta-
tion and recycling costs for covered devices from collection sites. 
Effective Date: Jan. 1, 2009

Rhode Island (S 2509): The Electronic Waste Prevention, Reuse 
and Recycling Act passed in 2006, bans electronics (including 
CRTs) from landfills. 
Effective Date: July 1, 2008

Texas (HB 2714): This measure was signed into law June 2007. 
Manufacturers of electronic devices are required to pay for 
collection, transportation and recycling of covered devices and 
can set up their own recycling take-back program. 
Effective Date: Sept. 1, 2008

Washington (SB 6428): Passed in 2006, this legislation will 
require extended manufacturer responsibility for producing and 
financing an e-waste recycling program, including the collec-
tion, transportation and recycling of covered electronic products. 
Effective Date: Jan. 1, 2009

Source: Californians Against Waste

Almost every component is built with some kind 
of toxin. Computer circuit boards contain lead and 
cadmium. Monitors’ cathode ray tubes have lead, 
cadmium, phosphorus and barium.
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Beginning to Mobilize
The Oregon Legislature enacted HB 2626 in 2007 to cre-

ate and finance a statewide collection, transportation and 
recycling system for the convenient and environmentally 
safe recycling of covered electronic devices (CEDs). CEDs 
include TVs, desktop and portable computers, and com-
puter monitors. Cell phones, fax machines and printers are 
not included in that group. 

The Oregon e-waste collection and recycling system is 
financed by manufacturers. Households, businesses and 
not-for-profit organizations that employ 10 or fewer peo-
ple, and anyone (including corporations) giving seven or 
fewer CEDs to a collector at any one time may use the new 
system free of charge. The system must provide convenient 
electronics recycling in every county, including at least one 
collection site in every city with a population of 10,000 or 
more. This program begins Jan. 1, 2009.

Credit Where Credit Is Due
I recently purchased a new Macintosh notebook for my 

daughter, and we sent her six-year-old PC to Apple for 
disposal through the company’s recycling program. Other 
leading vendors are doing the same. Dell recently initi-
ated a program that will recycle anyone’s PC regardless 
of the manufacturer. HP will recycle any manufacturer’s 
hardware for a small fee. Gateway provides cash for end-
of-life PC and peripherals with proof-of-purchase of a new 
Gateway machine. 

My cell phone provider, Verizon — along with some of 
its competitors — also recycles. It even reaches into con-
sumable items, like printer cartridges. My provider, HP, 
includes a postage-paid return envelope to take back used 
printer cartridges. I’m not sure if they are reconditioning 
and refilling these, but if so, it’s all good by me.

I also want to recognize a local recycler and retailer 
of used electronic gear called Free Geek. This nonprofit 
firm’s mission is twofold: to reduce waste by encouraging 
reuse and recycling, and to provide reconditioned gear at 
accessibly low prices. (Its tagline is “Helping the Needy 
Get Nerdy Since the Beginning of the Third Millennium.”) 
I like these folks and recycle my electronics there whenever 
I can. Its Web site provides a list of similar enterprises 
around the country that is worth a look, http://freegeek
.org/recyclelink.php.

CIOs Play an Important Role Too
A growing number of CIOs and chief technology officers 

are taking the initiative on life cycle management of their 
technology assets, including recycling or redeployment, 

and reuse by other organizations (schools, nonprofits and 
community-based organizations).  

If your organization has yet to make a move in this direc-
tion, I have some friendly advice around what I call the 
Four Ps: Policy, Program, Purchase and Predisposal.

Policy — Does your organization have a formal strategy 
and policy on the proper end-of-life disposal of its electronic 
devices? Are you selling your old gear through eBay or 
public auction, offloading surplusage through the General 
Services Administration, selling to employees, deeding to 
other organizations or disposing as junk? If you don’t have 
a policy yet, this is the time to get your organization’s 
posture framed.

Program — Do you have a group or individual respon-
sible for cradle-to-grave management of the portfolio of 
electronic devices?  If nobody is in charge, then it’s not 
going to happen on its own.

Purchase — An important element of life cycle manage-
ment is acquiring devices that have less hazardous materials. 
In the case of PCs, include in your requirements the models 
selected by the EPA’s Electronic Product Environmental 
Assessment Tool, which is largely based on European Union 
standards called Restriction of Hazardous Substances. Also 
do business with vendors that will take back the devices you 
purchase from them.

Predisposal — Create relationships ahead of time with ser-
vices firms that will take responsibility for the current inven-
tory of electronic devices in your organization. That way, 
reusing or recycling is forethought, not an afterthought.

Remember the Bottle Bill …
Back in the 1970s, my adopted   state, Oregon, passed the 

Bottle Bill, first-in-the-nation legislation aimed at curbing 
roadside litter. In large measure, the law worked. It cre-
ated a recycling industry, but more importantly, it shaped 
a culture of recycling that lives on today. I believe respon-
sible leaders must step up and boldly tackle the e-waste 
problem. Ecclesiastes tells us there is a time to rend, and 
a time to sew; a time to keep silence and a time to speak. 
That time has come. Out of sight and out of mind is a fool’s 
folly that is mindlessly poisoning our future. ¨

To understand the scope of the problem where 
I live, I contacted the Oregon Department of 
Environmental Quality, which estimates that 
approximately 50 million pounds of e-waste ends 
up in landfills.
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Finding

Cthe

Greenin

A debate rages about the 
proper role of the CIO in 
the green movement.

B Y  P A U L  W .  T A Y L O R  |  I L L U S T R A T I O N  B Y  T O M  M c K E I T H

ublic executives have been more likely than legislative 
bodies to set expectations directly related to IT. Through exec-
utive orders and directives, a growing number of governors 
have directed agencies to reduce energy consumption across 

the board, including IT’s power demands. Likewise more than 600 mayors 
have signed the U.S. Conference of Mayors Climate Protection Agreement, 
which includes commitments to commute reduction programs, purchase 
only Energy Star-certified equipment and support sustainable building 
practices such as the U.S. Green Building Council’s Leadership in Energy 
and Environmental Design (LEED) Green Building Rating program.

[44]
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Elected officials and other public officials are in an 
unenviable position because there is no one answer to 
what the public expects from leaders, their neighbors and 
themselves. The public opinion research firm Ipsos MORI 
observes that, “While people voice concern about climate 
change but do little to change their behavior, they also bow 
to financial pressures whilst claiming to shrug them off.”

For now, the lack of con-
sensus may provide some 
breathing room for the pub-
lic-sector IT community as 
it figures out how to best 
address climate change. “I 
think it’s going to become a 
day-to-day consideration for 
most folks in government. I 
don’t think it is right now,” 
said Phillip Bond, president 
and CEO of the Information 
Technology Association of 
America. “I think it already 
is on the commercial side 
due to initiatives all around 

the globe as we recognize the connectivity of everything 
in the ecosystem — whether that’s an IT system or the 
physical ecosystem — so you realize the products that you 
use come back into that system [need to do so] in an eco-
friendly way.”

Saving the environment is a big job, and it lends itself 
to many possible metrics and measures to reflect the 
complexity of the underlying science. Resisting the twin 
temptations to do too little or too much makes it all 
the more important to take a programmatic approach 
while avoiding unnecessary duplication of effort. Gartner 
research advised caution: “Regulations are multiplying 
and have the potential to seriously constrain companies 
in building data centers, as the impact on power grids, 
carbon emissions from increased use and other environ-
mental impacts are under scrutiny.” 

For the public-sector IT community, integrating green 
into existing policies, plans and processes is another 
opportunity to avoid building tomorrow’s organizational 
stovepipes today.

Changing the Climate with Public CIOs
CIOs came into their own when organizations 

recognized the strategic importance of IT. Today, as the 
strategic importance of sustainability grows in govern-
ment, it opens the possibility of the ascendancy of a 

“Chief Sustainability Officer.” The proponents of such a 
development envision a “Chief Green Officer” who will 
lead a broad agenda to “reduce the environmental foot-
print, engage with a diverse group of stakeholders and 
discover new revenue opportunities.”

On the downside, green czars represent the thin edge 
of the wedge in creating a new bureaucracy. There are 
other organizational constraints. A chief sustainability 
officer would be less likely to be able to see into particular 
operating environments and understand the opportunities 
and pitfalls of harvesting environmental gains than would 
other C-level executives. Moreover, a chief green officer is 
primarily a policy and policing role, which makes it diffi-
cult to be genuinely collegial in the executive suite.

“I do not believe it is necessary to establish a chief green 
officer position,” said Michael Mittleman, New York state 

deputy CIO. “Sustainability 
is a concern and responsi-
bility of all organizational 
members. As such, it should 
be given prominence in 
strategic plans and policies. 
Various performance met-
rics can be established that 
will readily provide current 
state and trend information 
to management and staff. 
Measures should be global 
within an organization since 
all areas consume power 
and all parts can take steps 
to reduce consumption. The 

other reality is most power metering and billing systems 
are not sufficiently granular to isolate power consumption 
by floor or office.”

California CIO Teri Takai, who previously served in 
the same role in Michigan and is a past president of 
the National Association of State Chief Information 
Officers (NASCIO), agrees. “I think a chief green officer 
is overkill. Once the governor sets a policy, it is up to the 
Cabinet agencies to determine what their role is in energy 
efficiency,” said Takai. “I am also not sure that the CIO 

“I do not believe it is necessary 
to establish a chief green 
officer position.”
Mike Mittleman, deputy CIO, New York state

Richard Varn, CIO, 
San Antonio

Mike Mittleman, deputy CIO, 
New York state
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should be the focal point for 
all of the state’s greening 
efforts. I believe that the 
CIO should take a leader-
ship role in ensuring that 
[everything IT is] green.” 

Virginia has found a dif-
ferent balance point. “We 
appointed a senior adviser 
to the governor as our ener-
gy czar,” said Secretary of 
Technology Aneesh Chopra. 
He says CIOs should not be 
confused with green czars 
because “the skills are 
totally different,” but “the 

CIO is an important stakeholder for states that plan to 
lead by example in lowering our energy footprint.”

Sustainability brings its own technologies, particularly
where green or energy-efficient buildings are concerned. 
Like physical controls in manufacturing and other 
mechanical processes, green technologies rely on digital 
technologies to control the controls — including a grow-
ing range of products alternatively known as operational 
technology (OT) or embedded IT. Digital physical controls 
have been outside the purview of CIOs in manufacturing, 
warehousing and the operation of bridges. Public CIOs 
say their span of control is unlikely to change as green 
controls and other technologies become mainstream 
— nor should it.

Mittleman and Chopra point to the appropriateness 
of fit between business needs and skill sets. According 
to Mittleman, “The CIO does not generally have special 
knowledge, training or skills that automatically prof-
fer credentials for managing outside of the usual sphere 
of influence — that is, information technology.” For 
her part, Takai says notwithstanding the integration of 
digital/network technologies into control technologies, 
state and local governments “all have an active facilities 
management organization that is responsible for overall 
power consumption.” 

Her only caveat is that all those devices need to behave 
well as they connect to the state network. “My view is that 
the role of the CIO is to ensure that any devices that utilize 
state networks should be vetted by the CISO [chief informa-
tion security officer],” she said, but “the selection and control 
should be the responsibility of the facilities [department].” 

Richard Varn, CIO of San Antonio, and a senior fel-
low with the Center for Digital Government, says, “We 

are responsible for the flows of actionable data on which 
people or systems depend. That’s where we have a role.” 
Noting that public-sector IT departments are “already so 
big and inappropriately staffed,” Varn insists that CIOs 
should limit their role: “Sustainability is at the logical 
nexus of physics, fluid- and thermodynamics and mechan-
ical engineering — not IT.  But when the information 
systems on which that nexus relies need support, we’re 
there.” Varn concludes, “We don’t make green technolo-
gies; we may make them more useful.”

Mittleman agrees. “All things technical are not IT,” he 
said, noting that CIOs who chase everything digital could 
end up in places they do not want to go. “Automobiles 
represent compendiums of several technologies, including 
computers, network infrastructure and software, but that 
does not necessarily translate to the CIO being qualified to 
manage the carpool.”

Moral Imperatives and Digital Technologies
We should have seen this coming. We could have, and 

some did. From 1972 to 1995, Congress was served by the 
Office of Technology Assessment (OTA), which offered 
deep, comprehensive and technical analysis across five 
areas of research. The OTA delivered a collective 100,000 
pages of nonpartisan, expert advice that won the agency 
bipartisan praise and a reputation as Capitol Hill’s “best 
and smallest agency.” Regrettably none of that was enough 

“The CIO is an important 
stakeholder for states that plan 
to lead by example in lowering 
our energy footprint.”
Aneesh Chopra, secretary of technology, Virginia

Aneesh Chopra, secretary of 
technology, Virginia
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to spare the OTA from closure amid the government down-
sizing that came in the mid-1990s.

Given the challenges that characterize our times — 
climate change, globalization and the social impacts of 
network technologies — we are left to wonder about the 
potential impact of an organization that was chartered 
to consider “the effects of technological change on jobs 

and training, and analyzed 
the changing role of elec-
tronic technologies in the 
nation’s industrial, commer-
cial and governmental insti-
tutions, and the influence 
of related regulations and 
policies” under one program 
and examined “the role of 
technology in extracting, 
producing and using ener-
gy resources; in designing, 
operating and improving 
transportation systems; and 
in planning, constructing 

and maintaining infrastructure … and recycling or waste 
management” under another.

In the absence of the OTA or a successor agency, 
these issues have fallen to grassroots organizations, 
independent authors and activists whose advocacy 
lacks the comprehensive view of technology assessment. 
NASCIO stepped into the breach with the creation of its 
Greening of IT Working Group to “explore the role that 
CIOs can play in their states to preserve the environ-
ment while providing the technology that enables state 
government operations.” In a preliminary description 

of the group, NASCIO anticipated developing a “call to 
action to raise awareness of the CIO’s role in green IT” 
and aggregating “policies, business and procurement 
strategies, and emerging best practices for state CIOs 
to green state IT.”

Even NASCIO, an organization known for its measured 
approach, flirted with the idea that the working group 
could help change the world: “As environmental concerns 
rise to the top of the agenda for lawmakers and citizens 
alike, the IT community must also re-evaluate its energy 
consumption and use of resources. As green becomes the 
moral imperative of the 21st century, the role of the state 
CIO will become increasingly relevant.” Such aspirations 
were tempered by NASCIO Executive Director Doug 
Robinson, who said green IT did not make the member 
CIOs’ top 20 strategic initiatives for 2008. “When you’re 
competing with front-page issues like IT security, con-
solidation, disaster recovery, ERP implementation, ERP 
strategies, health information technology — that’s the 
challenge. It’s not as strategic as some of those; it’s much 
more tactical.” 

Contrast that with the No. 1 spot given to green IT by 
Gartner’s analysts in their rundown of strategic tech-
nologies for 2008. The difference in ranking may be best 
explained by how green is seen and understood. When 
green is elevated to a moral imperative, sales-related 
organizations see it as an opportunity to create, make or 
expand a market. In the public sector, a moral imperative 
can be seen as a euphemism for an unfunded mandate 
— and few things are less welcome in the competition for 
scarce public resources. Given the still-unknown scope and 
economic impact of sustainability, it casts a dark green 
shadow over public organizations and their budgets, as the 
mother of all unfunded mandates.

This is an edited excerpt from the Center for Digital 
Government’s 2008 report Simply Green: A Few Steps in 
the Right Direction Toward Integrating Sustainability into 
Public Sector IT. ¨

“I think a chief green officer is 
overkill. Once the governor sets 
a policy, it is up to the Cabinet 
agencies to determine what 
their role is in energy efficiency.”
Teri Takai, CIO, California

Teri Takai, CIO, California
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We Measure Our Success
By Celebrating Yours—
Year…

After Year…
After Year

We can say we’re the number one Business Intelligence (BI) 
solutions provider in the Public Sector. But we’d rather our 
customers and third-party analysts do the talking. 

And they do—over and over again. 

In fact, in the last 7 years our customers have won 9 prestigious 
national awards for the outstanding results their Bull Services’ 
BI solutions have helped them to achieve. These are competitions 
that our customers enter because they are proud of their results 
in areas such as program integrity and program outcomes.

National organizations that track and monitor BI solutions 
in the Public Sector have recognized our customers with first-
place awards. These groups include the National Association 
of State CIOs (NASCIO), the National Governors Association 
(NGA), The Data Warehousing Institute (TDWI), and the 
Computerworld Honors Program.  

Bull Services’ solutions have been models of consistency. 
No other BI vendor doing business in the Public Sector 
can boast this level of customer satisfaction and solutions 
performance year after year. 

Celebrating our customers’ success is the way we 
measure our own.

We’re looking forward to celebrating with you.

For more information on Bull Services, contact:
sharon.fahy@bull.com or call 866-764-BULL
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The Keystone State has a new 
CIO. Brenda Orth has taken 
over as Pennsylvania’s deputy 

secretary for information technology 
and chief information officer, replac-
ing Kristen Miller, who resigned last 
year. Naomi Wyatt, the state’s sec-
retary of administration, noted in 
announcing the appointment that 
Orth “has more than 25 years of man-
agement experience in the field of 
information systems; she will bring a 
wealth of knowledge and experience 
to the commonwealth.” Orth has been 
with the state of Pennsyslvania since 
2003, most recently as chief technol-
ogy officer. 

Mark Rutledge, CIO of Kentucky, 
resigned in December 2007. Rick Boggs 
served as acting commissioner for the 
Commonwealth Office of Technology 
(COT) until February, when Steve Dooley
was appointed interim commissioner
and CIO. Rutledge’s resignation fol-
lows former Gov. Ernie Fletcher’s 
executive order to restructure COT, 
which included a statewide consoli-
dation initiative.

P.K. Agarwal, California’s chief 
technology officer, has been named 
president of the National Electronic 

CIO Sightings

Brenda Orth, 
CIO, Pennsylvania

A Nov. 15, 2007 online article, CIO … Systems Integrator www.
govtech.com/pcio/articles/186284, showcased Utah’s efforts to 
modernize its health and human services eligibility determination 
system. Forrester Research and Gartner have lauded Utah’s system as 
a model for implementing such large-scale, multi-agency systems. 

The article, however, misrepresented the state’s relationship 
with a systems integrator on this project. To maintain budget and 
move the project forward, Utah took on the burden of integrator 
and has been working out system kinks internally. While some per-
ceived this role to be a disadvantage, Utah saw it as an opportunity 

to move the business of social services forward, ensuring a cost-effective solution. Utah is 
proud of its groundbreaking approach to better deliver social services to its citizens, and values 
the work it has accomplished while working with its private partners, Cúram and IBM.

J. Stephen Fletcher
Chief Information Officer, Utah

Letter to the Editor:

Commerce Coordinating Council 
(NECCC), a consortium of public- 
and private-sector leaders who work 
together to identify strategic change in 
government. Agarwal was a founding 
member of NECCC when it was 
created in 1997.

Tony Cira has resigned as CIO for 
the Federal Emergency Management 
Agency; Jerry Williams, deputy CIO, 
and Chris Niedermayer, associate
CIO for information and technology
management, both resigned from 
the U.S. Department of Agriculture; 
Pat Groff, CIO, Sacramento County, 
Calif., announced his retirement, 
effective March 2008. 

Steve Reneker, CIO of the city of 
Riverside, received the 2007 Best of 

California award for Demonstrated 
Leadership in Management of 
Information Technology; Peter Collins, 
CIO of Austin, Texas, was recognized 
in January by the state’s Department 
of Information Resources as CIO 
of the Year during the Government 
Technology Conference Southwest 
in Austin. ¨

Steve Reneker, 
CIO, city of Riverside, 
California
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S T R A I G H T  T A L K

Hang around me for long, and 
you’ll hear me say that you 
gain control by giving it away. 

You might be surprised to hear that 
from a self-proclaimed (and recovering) 
control freak. While it’s not intuitive, 
it makes perfect sense. IT leaders who 
implement governance actually gain 
control of their IT-related duties and 
shed tasks that should belong to others. 
In addition, they can move away 
from battling for control and toward 
working cooperatively.

CIOs sometimes hesitate to imple-
ment IT governance because they fear 
losing control of their responsibilities. 
During my public-sector career, I did 
not use governance effectively — fear 
of ceding control was certainly a factor. 
Now that I fully understand the ben-
efits and have witnessed the results, I 
realize it’s a top priority and should be 
addressed upfront.  

Halfhearted efforts, such as estab-
lishing a steering committee that 
monitors IT progress or reviews IT-
related requests case-by-case, aren’t 
enough. The goal of IT governance 
is to correctly match decision-making 
bodies with various decision-making 
areas. These areas include investment 
decisions, project priorities, how IT is 
used (aka IT principles) and service 
levels. It places responsibility for these 
areas where it should be — in the hands 
of the organization’s leadership.

Now when I help my clients imple-
ment IT governance, I see the benefits 
firsthand. They include shrinking your 

IT department’s to-do list, achieving 
IT/business alignment, putting teeth 
into policies and standards, and focus-
ing departments on business needs 
rather than technology. My work life 
would certainly have been smoother 
had I set up governance to address 
these issues instead of trying to handle 
them all myself.

The greatest area of interest often 
is identifying IT investments, i.e., 
which IT-related projects should 
move to the top of a priority list for 
approval and funding. This decision-
making area requires a participatory 
approach that ensures each depart-
ment is represented equally. A small IT 
organization's investment board may 
include the entire leadership team: 
the CEO, department heads and the 
CIO. In larger organizations, a repre-
sentative approach might be needed 
to keep the number of participants to 
no more than 11 people. An odd 
number works best to prevent ties 
during voting.

A to-do list can then be written when 
available resources are applied to the 
resultant list of priorities. Additionally 
IT no longer has to say “no” to project 
requests; instead requests are vetted 
through the governance process.

Governance is the key to better 
IT/business alignment. The increased 
interaction between IT and the busi-
ness departments that results from 
the process, coupled with leadership’s 
determination of priorities, ensure that 
IT understands and focuses on the orga-
nization’s priorities and goals. IT no 
longer needs to guess which initiatives 

are most important or react to the 
squeaky wheel.

IT governance is also about adopt-
ing policies and standards. Many IT 
organizations battle to achieve compli-
ance for policies and standards that are 
nevertheless well thought out and rea-
sonable. When the leadership team 
adopts them, it elevates and gives them 
teeth since they become the organiza-
tion’s policies and standards instead 
of just rules that one department head 
tries to impose upon another.  

Often IT leaders complain that non-IT 
staff worry too much about the tech-
nology and not enough about trying 
to understand their own business pro-
cesses and needs. The good news is that, 
implemented correctly, IT governance 
diverts departments from their obsession 
with specific technologies, especially 
if governance accompanies strategic 
planning. It takes time, but IT gover-
nance results in non-IT folks focusing 
on business processes and needs, as 
well as the entire organization's need, 
letting IT concentrate on the technolo-
gies required to address them.

Settling disputes and considering 
exceptions to the organization’s stan-
dards and policies is also important. 
In most organizations without IT gov-
ernance, disputes and exceptions turn 
into win-lose battles that are usually 
won by the most powerful department 
head. This approach leads to incon-
sistencies, hard feelings and power 
struggles. Airing these issues through 
the governance process leads to more 
factual decision-making and exposes 
bad actors. ¨

B Y  L I Z A  L O W E R Y  M A S S E Y

Want Control?  Give It Away!
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Follow cutting-edge technology 
strategies and solutions in cities, 
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for you in a single online resource. 
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S E C U R I T Y  A D V I S E R

Most public CIOs are asked 
this simple question: Is 
everything backed up? The 

answers range from an overconfident 
“yes,” to a dejected “can we please 
change the subject?” No matter your 
answer, I challenge you to make disas-
ter recovery (DR) a process and not a 
destination.

In 1996, Government Technology
published an article called Disaster 
Recovery Planning Gets No Respect. 
Here’s an excerpt: “Montana, like 
many other state and local govern-
ments, has found that its disaster 
recovery plans and budget have not 
kept pace with the rapid growth 
in computing.” The article argues 
strongly for more DR resources 
with facts from a 1987 University of 
Texas study:

Eighty-five percent of organizations 
were heavily or totally dependent 
upon computer systems; and 
within two weeks of the loss of 
computer support, 75 percent of 
organizations reached critical or 
total loss of their function.

Two decades later, dependence on IT 
is greater than ever — and its impact 
on government even larger should 
systems be unavailable. Most tech-
nical operations now have 24/7/365 
expectations due to the growth of 
Internet-enabled applications. 

And yet, even after Y2K, 9/11, 
the Northeast Blackout of 2003 and 
Hurricane Katrina, CIOs still struggle 
with the same DR funding problems. 

•

•

Despite numerous studies that
demonstrate the importance of 
planning for emergencies, many gov-
ernments still give a low priority to 
actual spending.  

Here are four recommendations:  
Know what’s critical. Start by 

identifying your critical systems and 
sensitive data. Assemble business and 
technology experts who can answer 
simple questions, such as: What can’t 
our government live without? What 
legislative mandates apply to DR? 
If certain databases were lost, what 
would we do?    

While many organizations have a 
hard time ranking their priorities, 
most can group systems into critical 
categories. Create an ongoing process 
to update this list every year. 

Determine current capabilities.
This “as is” analysis is harder than 
it sounds, and you need to know 
what your capabilities are before you 
can truly build your case for more 
redundancy, much less fix anything. 
Pick the top three or four most likely 
disaster scenarios and have your team 
figure out their potential impact to 
critical systems. 

Don’t assume data is backed up just 
because your tapes or other media go 
offsite. Has your team tried before 
to restore those tapes? What if the 
hardware is destroyed? Could you 
read the media with other hardware? 
Don’t forget to examine all critical 
system components such as alternate 
power sources and networks (includ-
ing the resiliency of items such as 
DNS and DHCP). 

Get information to key decision-
makers. Once you have the data from 
the first two steps, provide options to 
key business leaders who own those 
functions. They may be shocked by 
your list.

Start the dialog and agree on what-
ever the plan is. The bottom line is 
business units must be aware and 
willing to accept the risk for any 
missing pieces. On the other hand, 
IT must ensure expectations are met 
or exceeded in providing the DR 
services the business is paying for 
and counting on. 

The National Association of State 
Chief Information Officers has created 
some great materials to help you make 
your business case for DR. 

Test your plan and measure effec-
tiveness. Testing is important, and 
not only for well funded projects that 
have great DR plans. You need to test 
your plans at least once a year. Some 
organizations will neglect to test their 
backup tapes — and they’re surprised 
later when recovery efforts fail. 

I encourage CIOs to have their 
teams work with emergency man-
agement coordinators so technology 
recovery is built into broader emer-
gency response efforts. Participating 
in important exercises on potential 
disasters, such as pandemic flu, will 
create opportunities to highlight and 
correct weaknesses in systems that 
need repair. 

You can improve DR by ensuring your 
customers know your current status 
and by keeping business continuity as 
one of your overall IT priorities. ¨

B Y  D A N  L O H R M A N N

Disaster Recovery: 
A Process — Not a Destination
CIOs should know these four steps for improving 
disaster recovery plans.
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Review by Tod Newcombe

B O O K  R E V I E W

The Powers to Lead

What qualities make a leader succeed in business or 
politics? In an era when the information revolution has 
dramatically changed the playing field — old organiza-
tional hierarchies have given way to fluid networks of 
contacts, and mistrust of leaders is on the rise — our ideas 
about leadership are clearly due for redefinition.

With The Powers to Lead, Joseph S. Nye Jr., a professor 
and former dean at Harvard University’s Kennedy School 
of Government, offers a sweeping look at the nature of lead-
ership in today’s world, in an illuminating blend of history, 

case studies, psychological research 
and more. Nye observes that many 
now believe the more authoritarian
and coercive forms of leadership
— the hard-power approaches of 
earlier military-industrial eras — 

have been mostly supplanted in postindustrial societies 
by soft-power approaches that seek to attract, inspire 
and persuade. 

Nye, who is a frequent newspaper contributor and author 
of The Paradox of American Power: Why the World’s Only 
Superpower Can’t Go It Alone and Soft Power: The Means to 
Success in World Politics, argues, how-
ever, that the most effective leaders are 
actually those who combine hard- and 
soft-power skills in varying propor-
tions depending on the situation. He 
calls this “smart power.” 

Drawing upon examples from 
the careers of leaders as disparate 
as Gandhi, Winston Churchill, Lee 
Iacocca and George W. Bush, Nye 
uses the concept of smart power to 
shed light on several topics: leader-
ship types and skills, the needs and 
demands of followers, and the nature of 
good and bad leadership in terms of both ethics and 
effectiveness. In one particularly instructive chapter, he 
looks in depth at contextual intelligence — the ability to 
understand changing environments, capitalize on trends 
and use the flow of events to implement strategies.

While this book looks at leadership from a very high 
level, it provides analyses and lessons grounded in the real 
world that’s occupied by CIOs and world leaders. Good 
leaders are made, not born, Nye reminds us. And while 
leadership can be learned, he suggests that the best leaders 
possess emotional maturity and a “democratic, coaching 
managerial style.” 

It Starts with One 
Today’s organizations face con-

stant change — sometimes on a 
massive scale. Yet bringing about 
change is extremely difficult. Fifty 
percent to 70 percent of all change 
initiatives fail, according to the 
authors of It Starts with One, a book 
to help people change so they can 
change organizations. 

Authors J. Stewart Black and Hal 
B. Gregersen point out that just 
as road maps help us find where we are 
and where we want to go, mental maps guide daily 
behavior. Successful strategic change 
for an organization is about first chang-
ing individuals’ maps and behaviors, 
because individuals are the organization. 
“Successful change is not systems such as 
information, pay or communication, but 
at the core it’s people,” the authors write. 
“If you cannot get the people to see the need for change, 
to make the needed changes and to follow through, then 
all the time and money spent on information systems, pay 
systems, communication systems or new organizational 
structures is wasted.”

According to Black and Gregersen, barriers to change 
are the failure to see, move and finish. The book provides 
a set of tools, strategies and solutions to overcome each 
obstacle. The final chapters of the book explain how to 
pull all the different components together and apply the 
principles learned to make change happen in the real 
world by remapping behavior across-the-board. ¨

By Joseph S. Nye Jr.
Oxford University Press, 2008 
$21.95 hardcover

By J. Stewart Black 
and Hal B. Gregersen
Wharton School 
Publishing, 2008
$24.99 paperback
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Sponsored by Confidence in a 
connected world.

Cyber Security
Tech Primer

Visit: www.govtech.com/briefcase/security
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A collection of over 75 assets and tools 
to help your agency meet the challenge.
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Peggy Feldmann is Virginia’s 
first — and likely the nation’s 
first — chief application offi-

cer (CAO). Her ambitious agenda 
includes defining shared applications 
standards and shepherding more 
than 70 state agencies toward a com-
mon view of state government as a 
whole. The new role is rooted in the 
state’s elongated ERP moderniza-
tion effort, but business intelligence, 
content management, supply chain, 
customer relationship and almost all 
commonly used software are in play. 

“My office facilitates interaction 
among agencies anywhere enterprise 
licensing is the right business move,” 
Feldmann said, adding that the con-
solidation of enterprise applications 
also lets “citizen-facing secretariats 
focus on their functions” and the 
back-end applications that are unique 
to them.

Feldmann is no stranger to mission-
critical enterprise applications. She 
became CAO after more than 25 years 
in the U.S. Navy as an engineering 
duty officer and building big sys-
tems. She says her new mission is 
about results, now and later: “We’re 
at the beginning of a long-term pro-
cess of bringing a disciplined view of 
the whole commonwealth to deciding 
on new applications.” In the end, it’s 
about maturing the planning and 
management of the state’s application 
portfolio and seeking the next oppor-
tunity to elevate an application type 
to the enterprise level.

“Tell me how this doesn’t make 
sense,” said Aneesh Chopra, Virginia’s 
secretary of technology and advocate 
of application sharing among public 
agencies. “It focuses them on what 
should be done in common, and begins 
shifting their focus to the platform 
choices that come with applications.”

Under the plan, the CAO helps 
domesticate the last large set of invest-
ments overseen by the state oversight 
board. State CIO Lem Stewart, who 
reports to the Information Technology 
Investment Board along with the 
state technology agency, sees the 
governor-appointed CAO as bring-
ing needed “technology and business 
strategy for applications to Virginia’s 
management of IT investments.” In 
Stewart’s view, the resulting common 
data standards, records formats and 
tool sets will help confront the com-
plexity of identity management and 
set “the foundation for a sustainable 
center of excellence.”

The CAO appointment continues 
a trend toward surrounding the CIO 
with “mini C’s” — chief technology 
officers, chief information security 
officers and chief architects — and 
recognizing that technology, security, 
architecture and now applications 
are sufficiently important to warrant 
a well named and well positioned 
(although not always well compen-
sated) executive officer to mind them.

“With the slow evolution of the 
state CIO position to one of the 
business leader of IT and strategic 
visionary, we’ll see more ‘chiefs’ around 
the table,” said NASCIO Executive 

Director Doug Robinson about the 
CAO's debut. “It would be good to 
have a true enterprise view of the IT 
applications portfolio.” 

State officials are the first to add 
some asterisks to the discussion of 
its appointment of a CAO. Virginia is 
different* (its unique structure and 
partnership with Northrop Grumman 
allowed Virginia to move and mature 
quickly on IT investments and infra-
structure, but less so on applications), 
and the position is, in some ways, 
nothing new** (it aggregates respon-
sibilities that are likely the CIO’s or 
are handled piecemeal within the lead 
technology agency in other states).

Those caveats notwithstanding, the 
CAO appointment brings focus to 
an arena where the public-sector IT 
community’s well rehearsed insistence 
about an enterprise approach collapses 
amid dozens of line agencies acting 
autonomously at the application level. 
The results, much lamented by practi-
tioners and pundits, are unnecessary 
duplication, suboptimal return on 
investment and, saddest of all, the 
continued inability to see to the edges 
of the government operations and pro-
grams because of operational silos that 
are reinforced by multiple instances of 
the very software that should have 
flattened them. 

Most C-level executives are mea-
sured by their ability to get things 
done. As importantly for the CAO, 
operating among fiercely independent 
agencies with a tendency toward pro-
liferation, success may ultimately rest 
on having the authority to say no. ¨

B Y  P A U L  W .  T A Y L O R

Another Chief at the Table
Virginia’s new chief application officer charts 
new waters.

F A S T G O V
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Philadelphia Economy Receives a Boost
with ArcGIS® Server

“Philadelphia’s neighborhoods are undergoing a transformation
unlike any in the city’s history. Enterprise GIS has played a vital

role in the Mayor’s Neighborhood Transformation Initiative, and 
I am extremely proud to be part of the team that continues to

support these efforts through innovative applications.”

Jim Querry
City of Philadelphia GIS Director

Philadelphia Uses ESRI GIS to Attract 
New Businesses

Philadelphia understands the need to attract new business 

investment to the city. It helps revitalize and strengthen 

neighborhoods and maintains a high quality of life for its 

citizens. The Mayor’s Neighborhood Transformation Initiative 

looked to geographic information system (GIS) technology 

to help meets its business development goals.

The GIS Services Group at the City of Philadelphia Mayor’s 

Offi ce of Information Services selected ESRI® ArcGIS® Server 

to create a Web-based GIS business site selection tool and 

economic development decision-support application.

Employees across several departments use GIS to inform 

potential businesses of the economic development 

initiatives and to help them make informed decisions 

about potential sites.

To learn more about ArcGIS Server and read detailed 
case studies, visit www.esri.com/localgov.

Philadelphia’s Decision Maps is a Web-based tool that helps visitors 
fi nd the most desirable place to locate a business.

Decision Maps lets visitors select from Multiple Criteria.
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Let’s get started.

Today’s citizens demand 24/7 access to municipal government. But their expectations and 

your agency’s schedule need not be at odds. By introducing convenient self-service options, 

you can improve responsiveness, accuracy, and constituent satisfaction. Imagine turning 

around paperwork faster and streamlining revenue collection and recording. All while 

maintaining the fl exibility to scale services to keep your agency’s capabilities aligned with 

citizens’ needs. Microsoft is helping agencies like yours serve citizens more effi ciently than 

before. Let’s talk about developing innovative solutions that help you keep government 

open, even when your offi ces are closed.

What if you could solve citizens’ problems around 
the clock—and still be home by dinnertime?

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