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Gopal Khanna of 
Minnesota and his 
peers speak out on 

the challenges of
managing IT in 

state government.
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J o n  F y f f e  |  P u b l i s h e r

In the public sector’s everyday mission to 
improve conditions, we often shoot for 
the wrong milestone. The goal shouldn’t 

only be to streamline processes or provide 
better service or value, but to strive for 
excellence. So when excellence is achieved, 
it should be acknowledged. Validating the 
positive begets more of it. 

One example is NASCIO’s Technology 
Champion of the Year award, which recently 
went to Cathilea Robinett, executive 
director of e.Republic’s Center for Digital 
Government. She’s spent years acknowl-
edging public-sector excellence through the 
center’s Digital States, Cities and Counties 
surveys and Best of the Web awards. Now 
she’s the recipient of a prestigious honor. 
See the full story on page 44.

Achieving excellence means integrat-
ing vision, innovation, collaboration and 
discipline. As author John C. Maxwell 
says, “Talent is never enough,” and ideas 
without execution go nowhere. Excellence 
reaches beyond the better; it strives to be 
the best. 

Such is the case with Government 
Technology’s Public CIO. In the business 
publication arena, thousands of maga-
zines in the U.S. search for excellence. 
This year, we’re very proud to report that 
Public CIO has been honored as “Magazine 
of the Year” in the under 80,000 circula-
tion category by the American Society of 
Business Publication Editors. This is the 

most prestigious award for business jour-
nalism bestowed by professional editors. 
The award is judged on writing, reporting 
and editing quality; usefulness to the reader; 
editorial organization; reader interaction; 
and layout and design.

Achieving this honor among so many 
worthy publications speaks to our dedi-
cation to serving our readers’ needs and 
the collaboration of many. In their land-
mark book In Search of Excellence, Tom 
Peters and Robert Waterman describe eight 
themes that characterize excellence. One of 
these is to be “close to the customer.” 

Public CIO has taken this to heart with 
conferences, roundtables and extensive dis-
cussions with our CIOs and C-level customers 
nation- and worldwide. This feedback lets us 
write articles that resonate with our audi-
ence. Our contributing writers from public 
sector and industry are among the best, 
and consistently provide fresh viewpoints 
on important topics. All our staff, including 
the writers, editors, illustrators and graphic 
designers, are dedicated to excellence and 
deserve acknowledgment. 

I’d especially like to thank Editor Tod 
Newcombe, the heart of Public CIO and its 
guardian of quality, and our CEO Dennis 
McKenna, who had the original vision for 
Public CIO and is personally involved with 
every issue. 

Thank you to everyone for working so 
hard to achieve excellence! ¨

Acknowledging Excellence

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
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ESRI—The GIS Com pa ny™

1-888-603-3207
www.esri.com/localgov
info@esri.com

“GIS and related Web services are integral to daily business operations, 
strategic decision making, public communication and provide the

foundation for the implementation of Denver’s 311 service delivery.”

David Luhan,
GIS Manager, DenverGIS

DenverGIS is the centralized geographic information system 

(GIS) department for the city and county of Denver. It uses ESRI’s 

ArcGIS® software to provide GIS services that are aligned with 

the mayor’s service delivery goals. More than 34 city and county 

departments use the GIS for applications to generate a real 

return on investment. Applications range from tax assessment, 

community planning and development, and public works to public 

safety. Visit www.denvergov.org/gis.

Benefi ts realized by using GIS

• Improved cross-department communication

• Better customer service 

• Easier access to documents 

• Improved decision making

• Elimination of duplicate map maintenance and records 

• Improved integration with existing enterprise applications

• Effective tools for cost and feasibility analysis

• Better access to information on public safety programs

Find out how you can get the geographic advantage. 

Contact ESRI today.

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

leadership role in Denver’s technology strategy.”

Michael Locatis,
Chief Information Officer, City and County of Denver

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

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

GIS Provides the Geographic Advantage
For Improved Service Delivery in Denver

Join Our Growing Government Team 
www.esri.com/careers/govt
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If states are 
considered 
laboratories 

for democracy, 
then state CIOs 

are the lab 
directors of 

digital 
government.

State CIOs
TOM JARRETT, CIO, DELAWARE JOHN GILLISPIE, CHIEF OPERATIONAL OFFICER, IOWA GERRY WEAVER, CIO, INDIANA

TERI TAKAI, CIO, MICHIGANGOPAL KHANNA, CIO, MINNESOTA DAVID LICHTLITER, CIO, MISSISSIPPI

Speak Out
The job of state CIO is fascinating. No one else 
in government must toe the line between the old 
and new quite like the state CIO. As public officials, 
CIOs juggle a dizzying array of duties, each of which 
presents its own challenges. What’s more, they must 
simultaneously work within the confines of static, old 
school bureaucracy and the rapidly changing tech-
nology landscape, meaning state technology leaders 
must be adept at adapting.

The relatively new position of state CIO isn‘t a job 
to be taken lightly. It’s fraught with difficulty, com-
plexity and limitation. State CIOs must be experts not 
only in technology, but in politics and management 
as well. Furthermore, as the private sector continues 

to siphon the best IT employee talent, state CIOs 
must find ways to continuously deliver the high-quality 
IT services that are in demand while dealing with 
fewer skilled employees and often crippling budget-
ary constraints.

For a look inside the compelling and ever-evolving 
world of the state CIO, who better to turn to than 
state CIOs? For this Q&A, we asked state technology 
leaders from around the country to talk about the 
state of the state CIO. Participants include: Indiana 
CIO Gerry Weaver, Iowa Chief Operational Officer 
John Gillispie, Michigan CIO Teri Takai, Mississippi 
CIO David Lichtliter, Delaware CIO Tom Jarrett and 
Minnesota CIO Gopal Khanna. 

B Y  C H A D  V A N D E R  V E E N
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How do you reflect the initiatives and policies of the 
governor in terms of state IT? 

Khanna: One of [Minnesota] Gov. Tim 
Pawlenty’s stated priorities is “better gov-
ernment,” which he defines as preparing 
state government for what he likes to call 
“the iPod generation.” Government of the 

future must be open for business 24/7, with intuitive, ready 
access to services and information. This model is contrary 
to the traditional model of government that, for the last 
50 years, has operated in an environment built around the 
assembly-line processes of the industrial era. Government 
service delivery mirrored what worked for corporate 
America — a kind of soup-to-nuts operation that included 
business functions and the technology that enabled them. 

Now companies are focusing on their core competencies 
and core missions, and getting out of the areas that can bet-
ter be done by experts. State governments are following suit. 
With the growing demand for technology-enabled, online 
government, agencies are saying, ‘Do I want to and can I 
manage my IT operation and still accomplish the business of 
my agency?’ That kind of thinking is a huge paradigm shift. 

The key issue — which I know Gov. Pawlenty understands 
— is that cultural change on a massive scale is necessary to 
make the technological changes. The technology exists to put 
government online even as our skilled workers on the retire-
ment track force us to work smarter with less. The greater 
challenge is the cultural change necessary to drive and man-
age a more cross-boundary, shared-service environment. But 
our governor is committed, we have legislative support, and 
we are well on the way to operationalizing their vision.

Weaver: It has not been difficult. The gov-
ernor is trying to run the government as 
efficiently as he can. He also is focused on 
providing better services to the people who 
live in Indiana. As a result, we have devel-

oped specific plans to support each initiative. We started 
with the consolidation effort, and we have completed  
setting up a shared-services infrastructure organization. 
We have an enterprise architecture group focused on how 
we can better use the data. The state has to provide better 
information to our constituents, vendors and customers.

Takai: Michigan’s IT strategic plan starts 
with the governor’s initiatives, which are 
laid out in her Cabinet Action Plan [CAP]. 
The CAP identifies the key initiatives 

that the governor has defined and the state agency that 
is responsible for delivery. Many of those initiatives 
require IT support, or in some cases, IT leadership to 
accomplish them.

Let me share three examples. In the governor’s initiative 
for better government, we play a key role through consoli-
dation of our data centers and consolidating the number of 
e-mail systems, bringing down the cost of government and 
increasing efficiency.

We have improved service to citizens by offering more 
and more services online — whether it’s a citizen getting a 
fishing license or making a campground reservation online 
or giving businesses the ability to obtain the permits they 
need online.

In the governor’s initiative for homeland security, we are 
responsible for the Michigan Public Safety Communications 
System, giving first responders the ability to communicate 
in a crisis. In addition, our enterprise security team pro-
tects citizen data from cyber-attacks.

How do you manage the challenges that come with an aging 
and increasingly underskilled work force?

Jarrett: The aging state work force is a real 
concern. In my agency, we have determined 
that a full one-third of our staff is eligible 
for retirement within the next five to 10 
years. We’ve been attempting to eliminate 

the “one-deep bench” wherever we can, and we encour-
age our staff to express their interest in other areas of our 
agency so that we can provide cross-training opportunities 
when possible. We provide summer internship opportuni-
ties for college students, and we’ve also done some shorter-
term special projects with University of Delaware seniors 
pursuing IT degrees. 

S P E C I A L  R E P O R T
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We are heavily invested in the training of our staff. Each 
individual employee is entitled to approximately $3,500 
in training funds annually, and managers are expected 
to outline and include suggested training plans in each 
employee’s performance plan. We are also a “pay-for-
performance” agency, and our staff understands that 
achieving certifications, increasing educational levels and 
just simply working for excellence can be financially 
rewarding.

Khanna: By the year 2020, 59 percent of 
Minnesota government’s 2,400 IT pro-
fessionals will be eligible or will have 
already retired. That’s an even higher 
rate than the 50 percent we see for the 

state’s more than 32,000 employees. This is particularly 
problematic where there are legacy systems involved, 
and only those who are leaving the state have the techni-
cal knowledge to keep them running.

We have to face the challenge on three fronts — people, 
processes and technologies. On the people side, we are 
making both technical and nontechnical training avail-
able to prepare our younger workers for new technologies 
and a new shared-services environment. On the processes 
side, we are focusing on collapsing business processes and 
introducing ITIL [Information Technology Infrastructure 
Library] management processes for technical management. 
Finally on the technology side, we are trying to keep up 
with the technologies that are changing so fast, making 
strategic decisions on priorities and opportunities for con-
solidation and sharing.

Gillispie: This issue is looming in the future, 
and the time to act is now. Government 
must look for alternative ways to deliver 
high-quality, efficient services that customer 

agencies have a big say in. Government must be thinking 
about the new generation of workers and how to attract 
them to an environment that offers great challenges and 
results that impact society. There are lots of good things 
about opportunities in IT supporting government; we 
simply have to promote those elements to counteract the 
inevitable counterbalancing issues.

How much pressure exists in terms of IT consolidation, 
and how do you address that issue with consideration to
the limited budgets many of you face? 

Lichtliter: There is always pressure to meet 
services expectations and to reduce or 
better control costs. While much of the IT 
infrastructure in the state is shared by the 
large majority of agencies, the personnel 

and IT budgets are somewhat distributed. There are dis-
cussions with the governor’s staff and Legislature about 
potential IT consolidation models that would better focus 
expenditures and leverage limited resources.

Weaver: We did it — not an issue. We could 
not have done it though without the sup-
port of the governor. As with most com-
panies’ major initiatives, [we] needed the 
sponsorship from the executive.

Khanna: As our stakeholders — legisla-
tors, citizens and the federal govern-
ment — demand the kind of cost-effective 
and enterprisewide services that require 
interoperability, standardization, enter-

prise architecture and IT consolidation, it becomes both a 
strategic imperative and a value proposition. 

A decentralized computing environment feeds into per-
petuating the siloed processes that are both counterin-
tuitive and counterproductive to delivering the kind of 
outcomes our stakeholders are looking for. IT consolidation 
can overcome some of the roadblocks and provide a more 
secure, uniform, standardized, 24/7 computing environ-
ment that supports the kind of one-stop shop our citizens 
expect and gives us the computing environment and the 
platforms we need for the future.

Jarrett: Delaware’s situation is somewhat 
unique among state governments because 
our agency was established via executive 
order of the governor to replace the for-

S P E C I A L  R E P O R T
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mer IT agency, which had foundered in providing needed 
services for state agency customers. 

Though not all state IT employees report to DTI [Department 
of Technology and Information], our agency is charged with 
the overall responsibility of technology management. We supply 
network coverage for all three branches of government and 19 
school districts, totaling more than 140,000 users. Our mission is 
to provide leadership in the selection, development and deploy-
ment of technology solutions throughout Delaware. 

Has job turnover affected your ability to be an effective
leader? Has it made it more difficult to undertake consolidation 
efforts or shore up funding from the legislature?

Takai: While we have experienced job turn-
over with an early retirement and reorgani-
zation into a consolidated IT organization, 
we have been able to develop a strong IT 
executive team, which has enabled us to 

continue to drive our initiatives. We also have been fortunate 
to have the support of two successive governors. The major 
challenge in job turnover has been with the Legislature, 
which has term limits. This means a continual need to edu-
cate legislators on the value of IT and the need for funding.

Lichtliter: I have been in the position for 
13 plus years. Turnover in the governor’s 
office, the state Legislature and in the 
major agency heads requires that the IT 
organization and the CIO continuously 

demonstrate the ability to work effectively in a changing 
government environment. Long-term IT initiatives require 
support from leadership in all areas of government.

This support only comes with strong, established rela-
tionships built on understanding and trust. It is a challenge 
to maintain relationships at this level with turnover in key 
government agencies, the governor’s office, and in legisla-
tive leadership. Turnover in the central IT organization is 
actually reasonably low and manageable. The significant 
number of approaching retirements in the state IT talent 
pool is of greater concern.

Khanna: Like others in government and the 
private sector, I’m beginning to see retire-
ments increase. Their leave-taking provides 
me with both a challenge and an opportu-
nity. The challenge is to find skilled workers 

to replace them — I know I can’t replace them one for one, 
and I know that I may not be able to replace skill for skill.  

However, bringing on new skills and talent allows us to 
reposition the technical skill sets and the cultural aspects 
of the organization, furthering our goal of transformation 
and cross-boundary collaboration. The fact that everybody 
at the agency level is going through the same pain actually 
reinforces the imperative for moving forward on consolida-
tion at an enterprise level and fosters collaboration.

Weaver: No. The Legislature has been very 
supportive, especially since we have deliv-
ered significant savings.

What are some other challenges you face today as state CIO? 
What challenges do you feel you’ve overcome, and what do 
you think the future holds?

Gillispie: Trying to run a shared-services 
business in an environment of significant 
constraints both financially and culturally 
has added significantly to the day-to-day 
challenges. As far as accomplishments, mov-

ing governance into the hands of the business [units] has 
begun to show results and more activism on their part.

Takai: The major challenge that we have 
overcome is the five-year journey to 
become a consolidated IT organization, 
delivering a high quality of service to our 
customers and citizens. The significant 

resistance from inside state government was difficult to 
overcome and still exists.  

The challenge today is around the economic environment 
in Michigan and the impact on state budgets. As money 
becomes scarce and programs are cut, it becomes more difficult 
for agencies to invest in technology for long-term benefit.   

S P E C I A L  R E P O R T
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Eliminating duplication and improving process efficiency enables 
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and presentations on enhancing performance in the public sector 
or contact Bob Dobis at 312.899.5499.

Delivering superior service with limited funds requires highly efficient processes. 
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B Y  C H A N D L E R  H A R R I S

N THE OLD DAYS of public-sector technology, 
it was known as “paving the cow path.” A computer 
system would be dropped into an agency, turned on 
and the same number of workers would do the same 

process, just faster. Later on, to increase cost-savings and 
to make the process extra efficient, governments hired con-
sultants who “re-engineered” how workers and computers 
processed transactions. But the brute force of change done 
in this manner often backfired. Workers were unhappy 
and re-engineering complex government processes with IT 
proved far more difficult than many people realized.

Today managers in the public and private sectors are 
increasingly turning to business process management 
(BPM), as a more benign methodology to implement 
process-oriented change. 

Although there’s no agreed-on definition, BPM is gen-
erally considered to be a process-oriented management 
philosophy enabled by a new breed of BPM systems that 
help manage the entire business process life cycle. This 
includes the discovery, modeling, executions and monitor-
ing of business processes from beginning to end.  

BPM is both a management discipline as well as a set 
of enabling technologies rooted in pre-established pro-
cess management theories and practices, such as Henry 
Ford’s assembly line and Frederick Taylor’s industrial 
efficiency theories, said Tom Dwyer, editorial director of 
BPMInstitute.org, a peer-to-peer exchange for business 
process management professionals. 

“The BPM philosophy is very much the same as earlier 
process management theories in terms of overall process 
thinking and the approach to doing process analysis, process 
management and process optimization based on collecting 
metrics that are process-oriented,” Dwyer said. 

The results have been significant for organizations that 
have implemented BPM. U.S. companies reported that 
using BPM to improve communication and collaboration 
reduced monthly inventory by $117 billion and increased 
sales by $83 billion, according to a study by the Yankee 
Group. Companies in the study also reported a 50 percent to 
70 percent reduction in order processing time, between 40 
percent to 55 percent reduction in new account processing 
time, 43 percent to 60 percent improvement in remote 
employee efficiency and a 45 percent to 65 percent reduc-
tion in the cost of customer service. Data entry errors were 
reduced by 30 percent to 45 percent. 

BPM’s Origins
BPM resulted from an evolution of previous process-

based organizing solutions. In the 1980s, total quality 

management gained considerable attention from business 
leaders. In the 1990s, business process re-engineering (BPR) 
became the stratagem of choice. BPR is a management 
approach to improve organization efficiency and effec-
tiveness through drastic changes at all levels of an orga-
nization’s process. BPR philosophy was rapidly adopted 
in the 1990s by many organizations striving to compete in 
the emerging global economy. 

Yet by the mid-1990s, some of the architects of the BPR 
concept admitted numerous flaws in it, including lack of 
management support for initiatives and thus poor accep-
tance in the organization. 

“BPR was a radical approach to business change, involv-
ing big-bang, rip-and-replace disruptions to the organiza-
tion,” said Pete Fingar, a leading industry expert on BPM 
and author of Business Process Management: The Third 
Wave. “BPM is about incremental change and continuous 
process improvement.”

BPM is considered a descendant of BPR, in response to 
organizations pushing for process efficiency supported by 
IT. Though BPM philosophies are hardly new, software 
tools that implement BPM solutions have made process-
oriented change faster, cheaper and easier to implement. 

“Current technology systems are much easier to use in help-
ing to do a number of things, such as map out what a current 
process is, modify that process and produce what an ideal pro-
cess would be, simulate the effects of a new process, imposing 
different loads on it, and how a process would perform,” said 
Richard Harris, vice president of research at Gartner. 

A major part of BPM is evaluating an organization’s 
existing processes, people and policies, according to Dwyer. 
BPM evaluations can include: 
• the number of processes being conducted in a certain 

amount of time;
• the length of time for each process;
• what level of exceptions occur in a process;
• how accountability is handled;
• potential improvement of individual activities that make 

up processes; and
• how to make sure one has the information needed to 

effectively execute the work and route it to the appro-
priate people.

I “The idea is that anything that is repetitive 
and predictable should be automated as 
much as possible.” 

Tom Dwyer, editorial director, BPMInstitute.org
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“The idea is that anything repetitive and predictable 
should be automated as much as possible,” Dwyer said. 
“BPM is a good way of reducing time by taking a manual 
process of sending paper around to different locations and 
replacing it with an automated way of doing the same 
amount of activities. You take paper and turn it into an 
electronic document, and take the manual process and turn 
it into an automated one.” 

The idea may sound simple, Dwyer said, yet many organi-
zations still have an inordinate amount of paper transactions 
that can be automated.  

An effective BPM system provides business managers 
visibility and control over all processes, requests and 
transactions, according to SMART Business Advisory and 
Consulting, a company that helps implement BPM solu-
tions. Using BPM, an organization can instantly know the 
status of any given interaction, which yields improvements 
in operational efficiency, quality and cost-effectiveness, 
according to the company. 

BPM puts the correct processes in order, which is 
helpful before purchasing new technology and soft-
ware. Many organizations encounter problems when 
processes aren’t effectively mapped out before buying 
technological solutions. 

“To buy technology and superimpose it over a process 
that is not well organized or managed is a prescription for 
a train wreck,” said Charles Woods, managing director and 
practice lead of the public sector group for SMART.

Government Processing, 21st-Century Style
The 21st-century mandate for government is “do more 

with less,” making it imperative for government to imple-
ment business process management, according to Fingar’s 
Extreme Competition: Innovation and the Great 21st 
Century Business Reformation.

Governments worldwide use technology to create cost-
effective and efficient electronic services for their citizens. 
BPM practices are a key technology component to many 
e-government initiatives, since they improve efficiency and 

effectiveness by automating and optimizing an organiza-
tion’s business processes, according to BPMInstitute.org. 
BPM can help transform the labor- and paper-intensive 
inefficiencies of government into faster and more efficient 
processes, reducing paper use and administrative overhead. 

More government processes are moving outside the central 
government offices, where field employees, private-sector 
partners and external government agencies initially col-
lect and process information before it’s sent to a central 
location for further processing. More than 50 percent 
of BPM projects involve extending processes outside the 
agency location to citizens, according to a survey of 
BPMInstitute.org members.  

A report by the Aberdeen Group claims, “Business 
process management enables government agencies to dis-
mantle obsolete bureaucratic divisions by cutting the 
labor- and paper-intensive inefficiency from manual, back-
end processes … The BPM category may arguably provide 
the greatest return on investment compared to any other 
category available on the market today.”

The Pennsylvania Office of Attorney General is modern-
izing its investigation management and case management 
systems using BPM practices, which help make processes 
more efficient, and at times, automatic.    

In the past, the Pennsylvania case management system 
required investigators to write long narrative descriptions 
for each case, which were then handed over to a supervisor. 
With the new system, investigators use existing templates 
for cases. Once completed, the templates are automatically 
routed to a supervisor for review and approval. 

Leading BPM Vendors

Sources: Forrester Research; <BPMInstitute.org>

· Fujitsu

· FileNet

· webMethods

· IBM

· SAP

· Oracle

· Appian

· TIBCO

· Savvion

· Lombardi Software

· Pegasystems

· Fuego

· Global 360
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“BPM is a good way of reducing time by 
taking a manual process of sending paper 
around to different locations and replacing 
it with an automated way of doing the 
same amount of activities.” 

Tom Dwyer, editorial director, BPMInstitute.org
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“Rather than generate a lot of paperwork and baggage 
that goes along with a manual, paper-based approach, we 
will be able to do this in an automated fashion and super-
visors will receive an action in their inbox, review medica-
tions and approve case narrative,” said George White, CIO 
of the Pennsylvania Office of Attorney General. 

The new case management system will automate the 
lengthy process for attorneys involved in court cases and 
help eliminate the redundancies of the old system, where 
multiple lawyers would at times perform identical proce-
dures, White said. 

White is also looking into using BPM practices to mod-
ernize his office’s human resources systems. With BPM 
software, the agency identified components that make up 
human resources procedures and mapped a new approach 
to improve processes.

“When you bring an employee onboard, it can become 
a somewhat complicated process,” White said. “You need 
to know if they have an office allocated, necessary equip-
ment, PC assigned, cell phone, BlackBerries, weapons, net-
work access, e-mail accounts. All those things need to be 
in place before that employee comes onboard so they don’t 
have lag time. So we took the whole process, automated it 
and made sure employees would be taken care of.”

Arizona has been steadily implementing BPM strate-
gies with its growth of e-government services, including 
Web-based car renewal registration and online licens-
ing for state contractors and realtors. The Arizona 
211 Web portal provides hundreds of state resources, 
including child care, housing and nutrition information. 
Arizona is also facilitating telemedicine collaborations 
between the private health sector and state to exchange 
electronic health records, based on federal e-health 
initiatives. The e-government changes were part of an 
“efficiency review” conducted at all levels of Arizona’s 
government to determine how services can be made 
available online. 

“I think there is an expectation that will continue from 
the present, that younger folks are going to expect more 
e-government service delivery,” said Chris Cummiskey, 
CIO of Arizona. “We’re planning for that and looking for 
opportunities to enhance that.” 

From Functional to Process Management
BPM is roughly a $1 billion industry, with numerous large 

and small vendors offering BPM software and services. 
And it’s gaining momentum in the private sector, with 
major insurance companies, banks and manufacturers 
implementing BPM solutions.  

The public sector has been slower to catch on, but with 
continuing pressures to do more with less, government 
should continue to greatly benefit from BPM practices in 
the coming years, Harris said. As it stands, however, BPM 
in the private sector is five to 10 times more prevalent than 
in the public sector, he estimated. 

“The potential for trying to get more consistent, stan-
dardized processes put in place through well managed pro-
cesses has a big impact in potentially improving the way 
government operates,” Harris said. “I think the potential 
is very large, but it’s not just the technology but also the 
thinking behind and the message by which an organization 
defines processes, improves processes and then has tech-
nology put it in place easily.”

Implementing BPM processes can be difficult when an 
organizational structure is already in place, said SMART’s 
Woods, adding that buying BPM software and attempting 
to adjust it to an established structure could be counter-
productive, and even detrimental.

Primary BPM challenges are management issues that 
evolve from organizations with functional management 
and not process management, Fingar said. Functional 
management involves hierarchical organizations, turf 
boundaries and a “command and control” philosophy. 
Process management is “cross-functional” and “cross-
company,” requiring disparate organizational sectors to 
connect and collaborate, he explained. 

“The former is about issuing orders, while process man-
agement is about coordination,” Fingar said. “Management 
control in the process-managed enterprise is maintained 
by the visibility of all processes under the support of a 
BPM system.”

BPM isn’t the answer to all the inadequacies that may be 
found in the public sector. If applied improperly, BPM and 
its technologies, tools and techniques can lead to failed 
projects, wasted dollars, frustration and disaster, accord-
ing to BPMInstitute.org. Many governments often have 
more difficulty implementing BPM since they must not 
only grapple with the same complex issues preoccupying 
the private sector, Fingar said, but they also face the pres-
sures of accountability, privacy, politics and policy. ¨

“To buy technology and superimpose it 
over a process that is not well organized or 
managed is a prescription for a train wreck.” 

Charles Woods, managing director and practice lead, SMART
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he concept of “shareholder value” has been influential in the private 

sector since it was introduced in the 1980s. This philosophy directs 

businesses to maximize earnings and growth, which should then 

be reflected in stock price. Further, it implies critical behaviors such 

as evaluating all strategic decisions based on their potential to create value 

and only carrying assets that positively influence value, according to Ann 

Senn and Kenneth Porrello in Decoding the CIO-CFO Relationship. The private 

sector has recognized that close cooperation between the CIO and chief 

financial officer (CFO) is essential to helping IT projects and assets maximize 

shareholder value.

A similar dynamic is occurring in government organizations focused 

on creating “public value.” Public value is the combination of cost-effective 

program delivery and achieving outcomes of value to constituents. 

Technology is a key lever for creating public value. Just to cite a few 

examples, it can help control costs through automation, provide consistency 

in service through process management and through business intelligence, 

it can better identify citizen demands and whether those demands are 

satisfied. CIOs and CFOs in leading public-sector organizations are working 

together to use technology to create public value. 

CFOs have been 
stereotyped as 

naysayers when it 
comes to IT projects. 
But when CIOs work 

closely with their 
CFO, the results 

can be valuable.

T

Power
ofTwo

B Y  S H A Y N E  K A V A N A G H  |  P H O T O S  B Y  K E L L Y  L a D U K E
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Oakland County, Mich., CIO Phil 
Bertolini and CFO Laurie Van Pelt 
have come to value the benefits 
of a close, working relationship 
between IT and finance.
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A Relationship That Maximizes Value
It’s impossible to maximize public value for the tax dol-

lar without close cooperation between the CIO and CFO. 
As Phil Bertolini, CIO and deputy county executive of 
Oakland County, Mich., said, “No CIO can be truly suc-
cessful without a close partnership with the CFO. Our 
CFO finds the resources the county needs to make the best 
use of technology and helps me keep the discussion about 
technology squarely centered around the value it produces, 
not just cost.”

Identifying Sources of Value and Funding
Simply put, the CIO identifies technologies with poten-

tial for creating value and the CFO finds a way to fund 
them. In most public organizations, the citizens place 
comparatively little value on IT investments when weighed 
against more visible assets like parks or facilities. This 
means the CFO’s support is vital to a regular IT funding 
mechanism. For example, in Las Vegas, the CIO and CFO 
created an internal service fund and chargeback system 
that supplies a dedicated source of funding for IT. This 
has allowed IT to provide a consistent level of service, as 
well as make improvements to the city’s capabilities while 
avoiding over-politicization of the allocation process.

This isn’t to say that Las Vegas pursues an opaque fund-
ing strategy — in fact, quite the contrary. In Las Vegas 
and other governments, IT governance makes IT decisions 
more transparent and brings the CIO, CFO and operating 
departments together in a forum where they can make joint 
decisions on allocating IT resources. 

The CFO’s involvement in IT governance emphasizes 
the need for a positive return on investment (ROI) from 
projects. Though this certainly helps derive greater benefit 
from projects in an individual department, it has much 
greater implications for overcoming “stovepiped” depart-
ments — a problem endemic to government. 

Because participants in the governance process know 
that funds won’t be allocated absent a positive ROI, they 
are more mindful of potential synergies between depart-
mental projects and other opportunities to reuse technolo-
gies when proposing projects to diffuse costs and multiply 
benefits, thereby improving the ROI.

For example, in Nevada County, Calif., the Public Health 
Department received a homeland security bioterrorism 
grant to implement an interactive voice response (IVR) 
system to rapidly contact first responders in an emer-
gency. In some governments, this grant may have simply 
led to the system being implemented within the depart-
ment. However, in Nevada County, the grant was used as a 

springboard to create much greater public value. Through 
its IT governance mechanisms (e.g., joint review of project 
proposals), there was a shared recognition of the potential 
value of IVR for a host of county functions by both the CIO 
and CFO. 

By directing a little extra funding toward this proj-
ect (20 percent more than the baseline project cost), the 
county transformed an otherwise isolated project within 
a single department into an enterprise platform. To illus-
trate, the library used the IVR to discontinue 35-cent, 
late-notice postcards in favor of an 8-cent automated 
phone call. Similarly in the community development 
function, county inspectors can now phone in inspection 
results, including the remedial actions required of the 
permit holder. Construction contractors can access the 
results immediately and then use the system to schedule 
a reinspection. 

The close involvement of the CFO is also important 
for technologies that cross departmental boundaries — a 
more common occurrence as government tackles increas-
ingly intractable problems that can only be addressed by 
a multidisciplinary approach. It can be difficult to coordi-
nate funding and resources across department boundaries  
because the centrifugal forces inherent to government can 
work against cooperation. The CFO can marshal resources 
and promote cooperation for these types of projects. 

Cost-Effectiveness of Providing Outcomes
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For example, the Ogden, Utah, “Good Landlord” pro-
gram sought a comprehensive approach reducing crime 
and improving the quality of life in rental units. This 
required cooperation between several city departments 
and working closely with landlords. IT’s role was to help 
define the problem (data analysis showed that rental units 
used three to seven times more public safety services than 
owner-occupied housing) and enable better information 
sharing between departments. The CFO’s role was to coor-
dinate the budgets of each department so the necessary 
personnel and resources were directed to the program and 
so that the city could track costs. Because of this coop-
erative and coordinated effort, officer dispatches to these 
properties were reduced by 8 percent and serious crimes 
went down by 12 percent.

 
Realizing Value from Dollars Spent

After funds are spent, the CIO and CFO must cooperate to 
ensure value is realized. At the most basic level, purchasing 
procedures must be aligned with IT strategy. For example, 
all purchases must be consistent with agreed-upon technol-
ogy standards, and all purchases should be consistent with 
long-range technology plans. This requires that purchasing 
staff work closely with IT staff to review requested purchases. 
However, there are more advanced ways the CIO and CFO 
can work together. 

The first is setting chargeback rates. Chargeback rates 
can harness marketlike forces to motivate usage patterns 
of IT that are consistent with the organization’s overall 
IT objectives. Setting chargeback rates requires a clear 
understanding of the service level that IT will provide to 
its customers. Working through the governance structure, 
the CIO and CFO, along with the other participants, must 
consider how extensively technology will be used in busi-
ness processes, as this will impact the resources required 
by each employee to fully participate in those processes. 

For example, will employees have access to systems like 
group calendaring, e-mail, customer relationship and docu-
ment management? Providing these capabilities entails costs, 
which should be included in the chargeback. If the CIO and 
CFO have a mutual understanding of enterprise process auto-
mation goals, then technology can be provided at an appro-
priate level and charge. This provides the basis for economies 

of scale and service consistencies, which result in greater 
value production.

The second is assigning accountability to technology invest-
ment results. This usually requires changes to business pro-
cesses and employee behaviors. Only the operating depart-
ment that is the end-user of the technology, not the CIO, can 
effectively make these changes. In many cases, the CFO has 
direct control over the organizational subunits that are end-
users of a particular technology. Even in cases where the CFO 
doesn’t have direct control, the reality is that he or she can 
often wield more influence over other departments than the 
CIO can. The CFO may have greater access to a chief adminis-
trative officer or CEO who has the formal authority to prompt 
changes; or the CFO may be able to more easily modify an 
internal control environment that’s hampering the adoption of 
technology-enabled best business practices.

As technology becomes an increasingly important part 
of government business, a solid strategy for managing IT 
assets will be needed. The CIO’s interest in IT asset man-
agement (ITAM) is self-evident. The CFO is responsible for 
accounting for and reporting on all of the organization’s 
assets, and effective ITAM requires cooperation from mul-
tiple departments, especially where the IT function has a 
decentralized character. The CFO is usually better posi-
tioned to secure that cooperation. 

 “No CIO can be truly successful without 
a close partnership with the CFO.” 

Phil Bertolini, CIO, Oakland County, Mich.
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Aligning IT Spending with Benefits
As IT becomes more prevalent, it has a larger impact on 

short- and long-term spending plans. When formulating 
annual spending plans, the CFO and/or his or her represen-
tatives should be included on the governance committees 
that review and prioritize the business cases for new tech-
nology projects. This is key to aligning annual spending on 
technology with the benefits available. The business case 
process describes available value, while the participation 
of the CFO provides a linkage to funding decisions. 

CIOs and CFOs who work well together are most enthu-
siastic about improving long-range planning — a discipline 
that hasn’t traditionally been a strong point of public man-
agement. The CFO’s support is critical to building long-
range IT asset management and replacement plans because 
for the plan to work, funding must be made available.

The CFO benefits from cooperative, long-term planning 
because it provides a clearer picture of the total obligations 
of the organization, enabling the CFO to devise more effec-
tive strategies to maintain financial sustainability.

Roanoke, Va., plans to convert from analog to digital 
radios at a cost of between $10 million and $15 million 
— or about 10 percent of the city’s total five-year capital 
improvement plan. IT and finance will work closely to 
ensure that the project is completed before the effective-
ness of the existing radio system degrades, while balancing 
other high-priority, nontechnology spending needs facing 
the city. 

Decreasing Resources, Increasing Demands 
The combination of decreasing public resources and 

increasing service demands is well documented, especially 
in the area of hiring new personnel. Las Vegas, where the 
population has grown by almost 50 percent over a 10-year 
period, hasn’t seen the number of employees grow nearly 
so much. In fact, over the last 10 years, the number of Las 
Vegas city employees per capita has declined, according 
to government data. The net result has been a significant 
increase in the use of technology to make the existing pool 
of workers more productive.

One way to provide services without adding employees 
is outsourcing. Finance and administrative systems and 
technology services represent a likely starting point since 
outsourcing of these areas is well established in the private 
sector. A close relationship is essential to consideration of 
how outsourcing might reduce costs and improve services. 
Outsourcing can be a very sensitive subject and without a 
high level of trust, a conversation about outsourcing could 
be perceived as an attack against the area to be outsourced. 

If the CIO and CFO see each other as close allies, then 
options like outsourcing can be discussed freely without 
any hidden agendas.

Building and Maintaining the Relationship
We have seen why a good relationship is important. 

What, then, contributes to the creation and maintenance 
of the relationship?

Shared Vision for Creating Public Value
First, the CIO and CFO must agree what constitutes 

“public value” — they must concur on the outcomes that 
are of value to the public. These outcomes must be clearly 
defined by top management and elected officials. When a 
clear vision is articulated by the upper echelons of the orga-
nization, the CIO and CFO can focus on accomplishing the 
goals, and their cooperation becomes a natural byproduct. 

Mutual Appreciation for the Other’s Viewpoint
There’s a natural tendency for the CIO to focus on func-

tionality improvements and the CFO to focus on cost con-
trol. This has been a traditional wedge driving the CIO and 
CFO apart. As a starting point, they need to recognize and 
accept that there may always be some basic divergence of 
views along these lines. However, they must move beyond 
this point and see IT as a means of creating public value. 
For the CFO, this means that IT is no longer a cost to be 
minimized, but an opportunity that should be funded up to 
the point where returns are positive. On the CIO’s part, he 
or she must appreciate that funding in government is lim-
ited and that all IT projects must provide a demonstrable 
value to successfully compete for funding with other pos-
sible tax dollar uses. Ultimately he or she must prove that 
value was realized to validate the initial value position.

Shared planning and governance help bring this conver-
gence about. IT learns to look for the ROI, while finance is 
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conditioned to see IT as a creator of value. IT comes to real-
ize that there are limited resources, while finance changes 
its perception of IT as a cost to be kept down.

Trust
Although trust is intangible, it’s indispensable. Without 

it, the CIO and CFO can’t fully share a vision for the orga-
nization or appreciate each other’s views because there 
will always be an underlying suspicion of ulterior motives 
tainting the relationship. 

Trust is a product of working together successfully over 
an extended period of time. IT projects represent a great 
opportunity to build trust. Key milestone reviews, team 
meetings and post-project reviews all provide opportuni-
ties to work together, recognize joint accomplishments and 
identify what can be improved in the future.

Ongoing interactions also provide an opportunity to build 
trust. In the budget process, the CFO can demonstrate that 
he or she views IT as a strategic asset and not as a cost to 

be cut. IT governance and service-level agreements can be 
used to demonstrate that IT understands the need for IT to 
support value creation by operating departments.

One particularly useful technique for building trust is 
cross-membership on committees. The CFO is commonly 
seen as a key player in IT governance, often as a permanent 
member of the steering committee. Similarly the CIO can 
participate in financial groups. 

In Independence, Mo., the CIO is one of the key mem-
bers of the city’s financial stability committee. The 
committee’s purpose is to consider new sources of revenue 
and to optimize current sources. The city feels that IT 
brings a different perspective that’s inherently analytical 
and that’s based on an understanding of the entire busi-
ness of the city. In addition to helping the CIO and CFO 
appreciate each other’s views, cross-membership helps 
keep agency executives apprised of important issues, 
thereby facilitating the IT/finance shared task of creating 
value through technology.

Open Communications
Finally the CIO and CFO must maintain open commu-

nications. This is a product of trust and working together 
on projects and ongoing governance processes. Of course, 
compatibility of personalities is important, as well, with 
one pair citing their shared type-A personalities as essen-
tial. In any case, regular informal communications (per-
haps as often as daily) are critical to keeping each other 
aware of concerns and issues so that more formal interac-
tions are smoother and more productive. 

Producing Outcomes of Value
Technology is a greater factor in both parts of the public 

value equation: producing outcomes of value to constitu-
ents and providing cost-effective government services. The 
CIO and CFO, as members of the executive management 
team with a shared interest, must work together closely if 
technology’s full potential for improving the lives of the 
public is to be realized. ¨
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IF THE CLEANING CREW had not entered the conference room, 
I am not sure any of us would have known how late it actually was. 

The meeting had started at lunch with a casual discussion about how, 
as a soon-to-be-consolidated IT division, the CIO of Missouri could off er 
14 executive branch departments any level of confi dence that the service 
they were accustomed to would not suff er under the impending changes. 
Nine hours later, we had fl ip chart pages and Post-It notes littering the 
room, but no clear direction.

Four weeks earlier, Gov. Matt Blunt had tasked our state CIO with 
combining 1,200 staff  members from 14 departments as part of his 
technology effi  ciency initiative. The governor’s assignment to us was to 
maximize investments, reduce duplicative eff orts and keep the depart-
ments happy. With a short timeline and a need for success, our new CIO’s 
executive team began researching the national consolidation trend. With 
no two eff orts alike, there was nothing out there that fi t our situation. So 
without a playbook to steal, we began to write our own. 

Consolidation is the next logical step in moving technology services 
to more of a utility role than a business function. Technology is the 
modern means to a business outcome, not an outcome in itself. A state’s 
department of education should not have an effi  cient, reliable and 
available server environment as one of its outcomes. Instead, it needs 
an effi  cient, reliable and available server environment to provide the 
business outcome of educating children. 

Service-level agreements 
haven’t fared well with IT 
consolidation. In Missouri, 
the situation is different.

RIS
B Y  W I L L I A M  B O T T
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In the same way, CEOs of major manufacturing sectors 
don’t spend time looking at how the electric company gets 
power to the building, they just want to know how they’re 
going to get the power they need to run the factory and how 
much it costs. 

CIOs provide the utility for organizations to accomplish 
their business functions. At some point, we need to be consid-
ered as reliable and trustworthy as the electrical companies, 
and I would argue we can accelerate how we get there through 
simple, measurement-based service-level agreements (SLAs).

Historically the standard SLA used in our state has been 
the best tool for defi ning expectations. They have also been 
the most frequently used weapons for beating the tar out of 
one another. Made up of a series of Boolean statements, they 
tend to be too detailed, diffi cult to decipher and the bane of 
most customer relationships. 

In addition to the “wrapped up in minutia” mindset of these 
documents, they are usually managed by operational staff or 
low-level managers instead of business leaders. These posi-
tions, typically more ingrained in operations than outcomes, 
used the rigid structure of these agreements to make life dif-
fi cult for process changes, even when those changes benefi ted 
everyone involved. Quite simply SLAs can be the documents 
that bog down the wheels of public service.

But as trouble-plagued as they were, SLAs were the 
leading candidate for how we would manage our IT con-
solidation initiative. After studying what most other states 
had in place, we were in familiar but unfriendly territory.

Any attempt at an all-inclusive IT SLA would be more of 
the same. Surely no smaller than a large city phone book, 
it would leave quite a bruise if it hit someone and no doubt 
fail to capture every aspect of IT. Moreover, enterprise 
service delivery, whether in application availability, help 
desk support or infrastructure reliability, was diffi cult to 
defi ne in terms of what the customer should expect. Across 
the departments, it had never been measured before. Most IT 
shops could tell you how long their network was down last 
month if you asked, but very few were routinely reporting 
metrics on availability to senior management. Frankly senior 
management didn’t care when it was in their control, but they 
sure cared now.

In the time leading up to any consolidation, there is a 
cultural phenomenon of demanding more accountability 
than previous expectations. Every business leader fears that 
with a loss of authority over IT staff will come a decrease in 
technology services. The confi dence in the utility is gone, and 
the need for some formal means of accountability becomes 
paramount. We knew we needed something, but the prehis-
toric SLAs had to go. 

Down-to-Earth Question
“What if we simply asked the departments to defi ne what 

outcomes they are most concerned about and then measured 
performance in those areas?”

What started as a practical question quickly became the 
foundation of how we managed our consolidation. Working 
with our customers, we defi ned their outcomes and expecta-
tions using a measurement-based communication tool that 
focused on outcome, not process. We built a new kind of SLA 
that measured delivery against a preconsolidation baseline. 

What we developed in four simple, repeatable steps has 
become a playbook that can benefi t other teams regardless of 
where they are in a consolidation effort.

Step One: Find out what your customer thinks is important
More than most other business functions, IT can use 

the “fog of war” approach to keep others in the dark about 
everything from infrastructure to budget. It’s very easy for 
us to turn a conversation away from application problems by 
rattling off the latest service-oriented architecture studies. 
Before you know it, the conversation is so convoluted that 
your customer simply moves to the next topic. 

In an environment where the IT staff no longer report 
directly to the department, this “confuse and confound” 
philosophy just drives a deeper wedge between you and the 
customer. A command understanding of their technology 
needs, fears and desires — based on their business practices 
— is crucial to the customer relationship.

We conducted a series of customer focus groups designed 
to help each department defi ne their top 10 to 20 technology-
based outcomes.

Step Two: Focus on the outcome, not the process
The results of the focus groups ranged from very high-

level broad outcomes, such as availability and effi ciencies, to 
very specifi c details of how processes such as e-mail accounts 
were maintained. 

It was infi nitely more important to measure the outcomes 
than to measure how we accomplished them, and it was essen-
tial our customers start looking at IT from that perspective. 
For example, we needed our customers to care that e-mail 
was available to them 24 hours a day and stop thinking in 
terms of how many e-mail servers were housed in their area 
and/or how many staff were available to support them.

Step Three: Find measures that reflect the outcome
All the relationship-building, constant communicating, 

and surveying are meaningless unless you can demonstrate 
and articulate how well you’re doing. So we put a measure 
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to the key outcomes that each customer had defi ned through 
the focus group process.

For each outcome, we fi lled in the statement, “The number 
or percent of  __ __ will tell us where we stand on this outcome.” 
For example, if the outcome is e-mail availability, then the 
percent of time that e-mail is up and running is the measure. 
Not all of them were that easy, but when you break down the 
core of what our customers care about, most were easier to 
measure than we originally thought.

Every customer now had a measurement-based SLA with 
between 12 and 30 metrics uniquely developed by them. We 
spent six months establishing baselines for service delivery 
prior to consolidation. 

Then we tasked our managers with fi nding gaps between 
where service was and where it needed to be, and worked to 
show noticeable improvements to the baseline. We also dem-
onstrated that the quickest way to get a budget item for your 
department was to tie it directly to an improvement in an 
outcome measure. 

Step Four: Clearly communicate 
It’s not enough to know your measures. It’s equally 

important for the fi rst few years that your stakeholders 
know them, understand them, and can communicate them 
to others. We felt that in order to get past the daily opera-
tions detail, we needed to communicate with leaders in the 
organization, not managers. 

Organizing senior-level leaders to meet quarterly to 
review performance and set targets fostered partnerships 
and built credibility as each quarter they saw consistent-
ly high availability and reliability measures. (Of course, 
that’s assuming you are performing well in these areas. 
If not, stop reading now, put down the magazine and fi x 
your systems.) 

Slowly over this fi rst year, the scrutiny over each mea-
sure has given way to trust and eventually empathy. When 

you sense that your customer no longer cares about com-
municating network metrics, go out and celebrate. You 
have now established a level of trust enjoyed by your local 
utility providers. You might argue over costs and issue 
response times, but the fact that you no longer discuss how 
often the power is on is a huge victory.

Accountability, the Two-Way Street
The measurement-based SLA has been a phenomenal 

tool for us this fi rst year. From the departments we serve, 
we hear an appreciation for our willingness to expose the 
organization in a real and tangible way. They feel empow-
ered and emboldened to address issues when they arise. 
They can, and have, pointed directly to a measure and 
asked, “How often will this happen?” or, “What are you 
going to do about this next month?”

It’s a document that holds us accountable in a way our 
managers have never been before.

At the end of the day, when the measures show improve-
ments to availability, reliability and effi ciencies, it’s hard 
to argue that consolidation hasn’t been fruitful for their 
department. When there is a question about a problem 
area, the baseline data clearly demonstrates if the prob-
lem was created or inherited. It simply holds everyone 
accountable to what was occurring when the IT resources 
were on their watch.

With all the accountability, these documents may seem 
to be another weapon for the weekday warrior. However, 
managing by numbers is the best way to neutralize any hos-
tility and springboard into discussions about demonstrating 
value when IT costs continue to skyrocket, bridging the gap 
between technology and business, and convincing 14 Cabi-
net members to support a multimillion dollar investment 
in the next-generation network for the state. Ironically the 
easy part of consolidation is the actual delivery of services. 
The diffi cult task is how to clearly and effectively measure 
and communicate that delivery in a meaningful way that 
bolsters confi dence and upholds accountability. 

One day we hope to be like the electric company: a 
trusted partner powering the factories of our state gov-
ernment. Our goal is to move from the 30 measures in 
some departments to the absolute key measures of appli-
cation availability and product delivery. The playbook for 
that is still being written, but during this fi rst year, when 
communication and relationship-building was so key to 
success, these plays worked well for us, and moved us with 
purpose toward our vision of being the absolute best value 
in technology services and solutions. ¨

www.public-cio.com [33] 

“All the relationship-building, constant 
communicating, and surveying are 
meaningless unless you can demonstrate 
and articulate how well you’re doing.”
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RRumors, misunderstandings and information bottle-
necks can sabotage any workplace. As government 
IT organizations grow more complex and take on 

more responsibilities, open, clear internal communications 
are more crucial. 

“Even on the simplest projects, we wouldn’t be able to 
function if we didn’t communicate effectively,” said Phil 
Bertolini, deputy county executive and CIO of Oakland 
County, Mich. His IT work force, which has to understand 
and serve the needs of more than 350 agencies and public 
safety departments, can’t afford any roadblocks from poor 
communication. “If you can’t get your internal folks to 
pull together in the same direction,” he said, “you’re going 
to have a problem.”

In addition to the increasing need to align the IT orga-
nization’s activities with customers’ needs, several other 
forces make it vital today for a CIO to develop strong 
internal communications strategies. One is the prospect of 
change in the workplace, which may trigger waves of fear 
and uncertainty.

Will the government outsource some of its IT activities? 
Will people lose their jobs when a new administration 
comes in? Does a new software platform or business 
process threaten workers who have invested entire careers 
in doing things the old way?

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
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Strategies help 
CIOs foster 
effective 
communication.

  clearc
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In the private sector, David Foote, co-founder, president 
and chief research officer of the consulting firm Foote 
Partners based in New Canaan, Conn., often sees the panic 
that erupts when executives consider offshoring work and 
don’t keep employees informed. “Almost immediately the 
e-mail grapevine is just alive with people saying, ‘We’re 
losing our jobs. We’re going to start taking calls from head-
hunters,’” said Foote.

A similar buzz ensues when a government IT department 
looks for ways to cut costs, said Brenda Decker, CIO of 
Nebraska. “The fear always comes out: ‘They’re going to 
take this business and they’re going to find a way to pro-
vide this through a local corporation.’”

Election year concerns about changes at the top also 
distract workers. “You can get caught up in the rumor of 
the day,” said Mark Rutledge, CIO of Kentucky. “Effective 
communications help squelch this distracting ‘noise.’” 

Deadly Silence
While rumors generate noise, fear can produce silence. 

The Concours Group, a Kingwood, Texas, firm whose 
research, education and consulting activities include an IT 
Leadership Development Program, has researched why so 
many IT projects fail. Often, researchers found it’s because 
of communication breakdown.

“The likelihood of people in the IT organization effec-
tively speaking up when they saw one of these slow-motion 
train wrecks occurring was staggeringly low — in the 20 
percent or less range,” said Andrew Shimberg, president 
of the firm’s advisory services division. Workers feared 
— sometimes rightly and sometimes not — that if they 
spoke up, they would be penalized, he said. For example, 
they might be labeled as poor team players and passed over 
for future opportunities. 

Another condition that challenges CIOs to hone their 
communications skills is having employees from several 
generations — from baby boomers to Generation Xers and 
Millennials fresh out of college.  

As droves of older workers near retirement, managers 
need them to transfer their knowledge to younger colleagues, 
said Cam Marston, president of Marston Communications, 

a Charlotte, N.C., firm that studies changing demographics 
and their impact in the workplace. “The resistance they 
face often is from the senior members eyeballing retire-
ment, recognizing that if they give away too much of their 
wisdom they become replaceable.” So in today’s workplace, 
he said, people who know how to share their wisdom with 
others are valuable assets. 

Another challenge lies in that different generations favor 
different communications styles. Young workers only want 
to hear the essentials. “Is he just rattling on, or is this going 
to be ‘on the test?’” Marston said, by way of illustration. 
“It frustrates a lot of the senior members of the workplace 
who want to give the breadth and the scope of an issue.” 

Management experts and CIOs agree that one key to 
good communication is to keep the message simple and 
precise. “People want very clear, succinct statements from 
management as to what’s going on,” Foote said. “They 
don’t want you to obscure negatives.”  

If managers want to get a point across, they need to keep 
repeating it. “Usually if it’s an enterprisewide event in 
particular, the kind of penetration it takes to get eight out 
of 10 people to understand and be in agreement as to what 
they heard often takes six or more attempts,” Foote said. 

To neutralize gossip, communicate early and often, 
Rutledge advised. “Be repetitive with the message, be clear, 
break it down, keep it simple.” 

“The fear always comes out: 
‘They’re going to take this business and 

they’re going to find a way to provide 
this through a local corporation.’”

— Brenda Decker, CIO, Nebraska

Quick list of strategies for effective communication.
Keep the message simple and precise 
Keep repeating the message 
Communicate early and often 
Keep your audience in mind 
Provide a feedback loop 
Establish a two-way dialog through town hall-like meet-
ings; short, weekly office stand-up meetings 
Publish a monthly internal newsletter

•
•
•
•
•
•

•

In a Nutshell
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TexasOnline, an award-winning
e-government site through 
which state agencies and local 
governments have processed more 
than 55 million fi nancial 
transactions and collected more 
than $3 billion in revenue.  
Using innovative and carefully researched maturity models, our 
experienced consultants create solutions that enable the sharing of 
information both within and across agencies.

© 2007 BearingPoint, Inc. All Rights Reserved

To download our case study, “BearingPoint transforms the way Texas 
conducts business”, visit www.bearingpoint.com/TexasOnline.
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When Rutledge first took office, he launched a series 
of e-mails called “Straight Talk” that challenged rumors 
flying around about his plans for Kentucky’s Office of 
Information Technology. That did the trick, he said. 

Tailor the Message
CIOs also need to keep their audience in mind, tailoring 

the medium and message to the targeted person’s needs.
 “The key thing with IT people, the majority of them are 

probably introverts,” Rutledge said. Although they want their 
leaders to talk to them in person, many prefer to respond via 
e-mail, instant messaging or other electronic pipelines that 
don’t make them feel quite so exposed, he said. 

Some employees can take instructions for a project and 
respond to them immediately, Bertolini said. Others need 
to go off and think about it. To figure out which members 
of his supervisory team fall into which camp, each member 
took a personality test. 

The tests helped Bertolini understand why he wasn’t get-
ting through to some employees: They needed more time to 
mull things over. Armed with this knowledge, he changed his 
approach. “If I knew that was the way they processed,” he 
said, “I would talk about the project, and I would say, ‘Why 
don’t we set up a subsequent meeting, and we’ll talk about 
the details and see where we need to go from here?’” 

No matter how a person communicates, to make sure the 
message gets through, it’s essential to provide a feedback loop, 
Foote said. If workers lack formal channels for response, they 
turn to informal ones. “Look at blogs — people who know 
nothing talking as authorities,” he said. 

An official response mechanism keeps false information 
from spreading and helps the executive pinpoint and cor-
rect misunderstandings, Foote said. “You may be getting 
across something that you’re not intending to. Without 
feedback, you don’t know that.” 

One key to eliciting useful feedback, and also gaining 
trust, is to provide plenty of lead time. “You’re not going 
to walk in one day and say, ‘We’re doing this in two weeks 
and, oh by the way, give me your input,’” Bertolini said. “If 
you’re going to engage, truly engage with them.” 

To encourage employees to point out problems before 
they throw a project off track, some organizations hold 

workshops on how to speak up. Executives are often the 
ones who create the atmosphere that stifles comment 
— intentionally or not — so they can play a key role in 
making employees feel safe, Concours’ Shimberg said. 

“If you’re going to teach these skills, get the leaders to 
teach them, or get them involved,” he said. An executive 
who tells employees face-to-face that bearers of bad news 
won’t get in trouble is much more likely to keep that prom-
ise than one who simply includes that message in a hand-
book or memo.

Dialog Becomes Habit
With formal communications channels in place, two-way 

dialog becomes a habit. Among other benefits, that contin-
ual exchange keeps workers up-to-date on IT developments 
beyond their daily activities. 

One method Kentucky uses to encourage information 
sharing is a town hall meeting for the state’s more than 
600 IT employees. These will soon become available via 
streaming video and a teleconferencing link for those who 
can’t participate in person, Rutledge said. 

Also, the three major offices in the IT organization hold 
weekly 15-minute “office stand-ups” to exchange informa-
tion and recognize employee accomplishments. Rutledge 
tries to attend these at least once per month. “I’ll go up 
and ad hoc whatever the topic is for the day or whatever 
the questions may be,” he said. “I’ll just speak freely and 
loosely and take questions.”  

Nebraska’s CIO publishes a monthly internal newsletter 
to keep staff informed on major technology initiatives, and 
on relevant activities in the Legislature and governor’s 
office. Decker asks staff to contribute articles, which must 
include a contact name and phone number, so readers who 
want more information know where to call. 

This kind of exchange helps counteract the tendency of 
many employees to pay attention exclusively to their own 
concerns. 

“You can’t function in those silos,” Decker said. “We 
have to get a broader sense of, ‘What’s going on with the 
person next to me?’” ¨

“People want very clear, succinct 
statements from management as to 
what’s going on. They don’t want you 
to obscure negatives.”
— David Foote, co-founder, president and chief research officer, Foote Partners

“If you’re going to teach these 
skills, get the leaders to teach them, 

or get them involved.”
— Andrew Shimberg, president, advisory services division, the Concours Group
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the Red Hat Open Source Architecture, public sector CIOs have 
the tools to comply with initiatives like e-government, mobile 
computing, and governmental directives.
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Linux is a registered trademark of Linus Torvalds.

LEARN MORE www.redhat.com/promo/security

PCIO_AugTemp.indd   13PCIO_AugTemp.indd   13 7/26/07   1:15:57 PM7/26/07   1:15:57 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



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

From Bill Welty’s perspective, the advantages of 
open source software extend far beyond cost sav-
ings. The CIO of California’s Air Resources Board 
(ARB) said the real benefits involve increased 

agility, responsiveness to internal clients and team-build-
ing among his IT staff of 50.

“We are a can-do shop,” he said, explaining that IT staff-
ers and agency engineers collaborate to solve problems. 
There’s an expectation that IT can do things quickly, and 
staff members have little patience for procurement cycles. 
“In fact,” he added, “we have a lot of smart engineers who 
download open source software themselves, and if they 
think it is going to work for them, they ask IT to put it on 
a server and support it.”

The Sacramento-based ARB, whose 1,200 employees work 
with the public, the business sector and local governments 
to reduce air pollution, has used open source development 
tools as long as it’s had a Web site. It runs the Linux operat-
ing system with the Apache Web server, a MySQL database, 
Perl and PHP coding and a Swish-E search engine. In fact, 
65 percent of its applications run on Linux, and 67 percent 
of its applications requiring a database use an open source 
product. The ARB shares with other state agencies tools it 
has developed, such as an assignment tracking system and 
a regulatory docket system.

“Open source brings competition to the IT market-
place,” Welty said. “It brings innovation and lower costs. It 
encourages creativity and boosts morale for staff members 
because they are building valuable tools.”

CIOs with Welty’s level of open source experience 
are still rare, but as commercial open source software 
matures, many others have grown more open-minded about 
open source tools, especially at the infrastructure level. 
Government Insights, an IDC company, predicts a 30 percent 
compound annual growth rate for open source software as 
part of total government IT spending through 2009. 

Clearly open source’s momentum is building in the public 
sector, but what will it take for it to move from the margins 
to the mainstream? When will CIOs feel comfortable using 
open source products for mission-critical applications? 

Valuing Reuse
For open source to flourish, CIOs must understand the 

importance of reusing and sharing code, and they must 
value that reuse in their procurement process, said Peter 
Gallagher, president of Devis, an Arlington, Va., software 
developer with experience building open source applica-
tions for the federal government.

Talk about open source 
in government has been 
muted for some time, but 
that might be because it’s 
happening under the radar.

MainstrMarginal or

[40]
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Although he believes open source could play a key role 
in the federal government’s shift from stovepiped agency 
software, Gallagher said it would require a paradigm shift 
about sharing code. Government doesn’t like giving up 
control, he explained. “There’s a paradox involved in that 
in order for this huge ecosystem of valuable tools to evolve 
in areas such as identity management, governments have 
to be willing to let go of the code.”

Five years ago, Gallagher predicted that open source 
development would be widespread by now, but the reality 
is slow to follow. “The education process is taking much 
longer than I thought it would,” he admitted.

State-Level Growth 
But if Gallagher is frustrated with the growth rate at 

the federal level, Welty believes a lot of open source work 
is happening under the radar. “Most IT shops are too busy 
finding solutions and pursuing them to tell you that they 
do it,” he said. There are extensive mission-critical open 
source applications being used in the California state gov-
ernment, he added. The state publishes an online listing 
of more than 30 agency open source projects <www.open 
source.ca.gov>. The Web site includes commentary from IT 
staff about why they’ve chosen open source tools. 

“Why get trapped for life into paying huge amounts of 
money for licensing which forbids you from being able to 
fix the broken code you have been sold,” wrote one state 
employee, “when there are free alternatives that are often 
more secure and offer more features?”

Many CIOs find that although they have no open source 
strategy, their employees have been downloading tools and 
employing them to solve specific problems, Gallagher said. 
“So far, it has come from the bottom up, but to get to the 
next level, it has to come from the top down. The CIOs have 
to have a well informed grasp or it can’t reach its potential. 
That’s a real stumbling block.”

A few years ago, Oregon Department of Transportation 
CIO Ben Berry wanted to assess how widespread the use of 
open source development tools was in his department. He 
did a network scan and was astounded to find more than 

5,000 instances of open source products used for content 
management, collaboration, development tools, directory 
services and security. His experience prompted the Oregon 
CIO Council to inventory open source assets statewide and 
create an open source community of practice. In addition 
to the inventory, the state is also studying desktop tools, 
licensing and risk management.

“If we define ways open source tools might be valuable,” 
Berry explained, “the next discussion is with business 
management of the agencies to see if it can help solve real 
business problems.”

CIOs may be keeping quiet about open source projects 
for political reasons, said Deborah Bryant, public sec-
tor communities manager at Oregon State University’s 
Open Source Lab and director of the annual Government 
Open Source Conference in Portland, Ore. They saw how 
Massachusetts got caught up in a political firestorm over 
its embrace of the Open Document Format as an alterna-
tive to Microsoft Office. “Some agencies are concerned 
that getting involved with any type of open standard is a 
distraction,” said Bryant, former deputy CIO of Oregon. 
“I know of large state agencies that are having open 
source success but don’t want to appear at any conference 
that involves the word ‘policy,’ because the sky seems to 
fill with lobbyists.”

Many people have described Microsoft’s recent sug-
gestion that the Linux operating system may violate its 
software patents as another attempt to spread FUD (fear, 
uncertainty and doubt) among IT executives and the soft-
ware industry. Welty said Microsoft’s legal saber rattling 
suggests that open source has penetrated the market to the 
extent that it’s “touching a nerve.”

Obstacles to Growth
Some CIOs who are comfortable with the open source 

concept are eager to see some examples of sophisticated 

“[Open source] brings innovation and 
lower costs. It encourages creativity and 
boosts morale for staff members because 

they are building valuable tools.”
 — Bill Welty, CIO, California Air Resources Board

Bill Welty,
CIO, California Air 
Resources Board
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vertical applications before they take the plunge. But they 
may have to work with other jurisdictions to build applica-
tions rather than wait for commercial open source software 
developers to come to them with finished products.

Bryant said public-sector agencies are just starting to 
move toward sharing vertical applications they’ve created 
using open source code. “It’s still very early,” she added, 
noting that no infrastructure exists yet for state govern-
ments to collaborate. “There have been examples within 
states of agencies sharing open source code,” Bryant said. 
It’s more difficult to put together a multijurisdictional 
effort, but she believes it will happen soon.

Pete Collins, CIO of Austin, Texas, said that his 280-per-
son IT team is using open source tools wherever appropriate. 
The city is redesigning its Web site using the Plone content 
management system and is using a Web cache applica-
tion called Squid to block city employees from looking at 
pornography at work. But he’s not sure about using it for 

mission-critical applications. First, he doesn’t know of any 
open source vertical applications available for tasks such as 
police and fire/rescue coordination. But even if there were, 
he’d be concerned about reliability issues.  “No one is going 
to run our financials, with a couple billion dollars budget, 
on open source,” he said. “It’s too high-risk.” 

Confusion about open source licensing issues also has been 
an excuse to avoid open source, but that may be changing.

Concerns about licensing schemes “used to be a conver-
sation stopper,” Bryant said, but not anymore. The issue 
doesn’t even come up when organizations download com-
mercial open source applications such as SugarCRM to 
use on their own servers. But CIOs must understand the 
license under which they are using the software and take 
steps to mitigate risk. They should consult with attorneys 
regarding the requirements and restrictions of the par-
ticular license governing use of the software, suggested 
James Gatto, an intellectual property section leader in the 
Northern Virginia office of Pillsbury Winthrop. “I would 
say the same thing if they produce open source software 
and want to make it available to the public or other public-
sector agencies. Their responsibilities are laid out in the 
license, so they have to study it carefully.” 

Among the reasons open source adoption hasn’t been 
faster at the federal level is a basic lack of knowledge on 
the part of CIOs, said Drew Ladner, former CIO of the 
U.S. Department of the Treasury and now CEO of Zuri 
Technology, a Washington, D.C.-based firm consulting on 
commercialization of open source software. “I’ve had CIOs 
say to me, ‘I don’t care if I make some proprietary software 
vendor rich, as long as I can sleep at night.’ Well, that’s 
fine. But what if you could get the same results or better 
with a lower price over the life cycle of the product? Then 
you could spend that money on something else and put the 
government in charge of its own source code.”

Groups that aren’t shackled by institutional processes 
and must deliver cost-effective applications quickly are 
the open source pioneers at the federal level, according to 
Ladner. Department of Defense and intelligence agencies 
seeking visibility into their source code and greater agility 
are leading the way. Data management systems on the 
Navy’s aircraft carriers run on open source software. 
“It doesn’t get much more mission-critical than that,” 
Ladner said.

Vendors Respond
In the public sector, there is a perception that vendors 

don’t support open source enough yet. Some CIOs are 
waiting for their system integrators to show that they have 
open source solutions and can stand behind their imple-
mentation.

Among the large systems integrators that have made a 
major commitment to open source is Unisys Corp., which 
developed an integrated collection of open source compo-
nents it supports.

Deborah Bryant,
Public sector 
communities 

manager, Oregon 
State University 

Open Source Lab 
and director, 
Government 
Open Source 

Conference

“It will still be a while before the 
PeopleSofts of the world are really 

challenged, but the thunder is rolling.”
 — Paul Smith, vice president of government sales operations, Red Hat
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“Customers told us that open source was requiring 
them to go to so many vendors for support, one for Linux, 
another for databases and yet another for middleware,” 
said Ravi Kalakota, vice president and managing partner 
of open source strategy and solutions management for 
Unisys.  “We decided to test, certify and support certain 
products. We can assure the customers that these particu-
lar products are mature and ready for prime time.”

Autodesk Inc., a maker of software used for mechanical 
and architectural design, responded to customer requests 
to offer an open source product. “Our customers needed 
to leverage open source to do rapid prototyping with busi-
ness analytics,” said Juliana Slye, director of Autodesk 
Government. “An out-of-the-box software product was 
not likely to do that.” 

The company created MapGuide Open Source, which 
lets users develop Web mapping applications and geo-
spatial Web services. The software is free, but Slye said it 
drives Autodesk’s service revenue and stimulates a wider 
partner network.

The government sector is the fastest-growing business 
unit at Linux vendor Red Hat Inc. Paul Smith, Red Hat’s 
vice president of government sales operations, believes 
ignorance of open source is not a problem. “I find CIOs I 
speak with extremely tuned in to open source technology 
development,” he said. “Only dinosaurs do not understand 
the model.” 

He also said it is only a matter of time before database, 
customer relationship management and business intelligence 
applications take hold. To boost the sector, Red Hat has 
launched Red Hat Exchange to provide support for a host of 
open source applications that work with Red Hat Linux.

“It will still be a while before the PeopleSofts of the 
world are really challenged,” Smith said, “but the thunder 
is rolling.” ¨

If progress in open source is measured by moving “up the 
software stack” from operating systems and development tools 
to mission-critical applications, it appears that higher-education 
institutions are leading the way. 

The culture of higher education is attuned to the philosophy 
of open source, said Brad Wheeler, CIO of Indiana University in 
Bloomington. “Ford and Chrysler can’t really sit down together and 
design a resource management system, but Cornell and Indiana 
universities can pool resources. It fits with the values of the academy 
— a collaborative culture.”

Wheeler has been involved in two ambitious application 
development efforts. He sits on the board of the Sakai Foundation, 
which oversees the Sakai open source online learning environ-
ment. In just three years, the foundation has grown to 120 mem-
bers worldwide. 

Based in part on Sakai’s success, Indiana and five other universities 
have developed a modular finance platform geared specifically to 
the needs of higher-education officials.

The impetus for the Kuali Financial Systems grew out of dissat-
isfaction with commercial options as Indiana’s homegrown finan-
cial system became obsolete, Wheeler said, adding that financial 
executives at Indiana University were fully behind the open source 
commitment. 

“Corporate financial software is a square peg rammed into the 
round hole of higher education,” he said. “It just doesn’t fit. The $2 
million in staff time we spent on Kuali is a pittance compared to 
what we would pay for a commercial system, and the difference is 
we’ll end up with something we want.”

Wheeler admits the project has its challenges. First, he was 
spending so much time last year talking to technology transfer 
executives and attorneys that he finally called a summit meeting 
on licensing and policy to hammer out a framework under which 
intellectual property would move from the universities to a foun-
dation, which holds the copyright and creates the license under 
which the software will be redistributed. Schools can download, 
modify and redistribute the software without restriction. They are 
not obligated to share their changes to it.

With developers spread from Ithaca, N.Y., to Honolulu, the col-
laborative process can be difficult at times, he said. “But by going 
through this pain up front and participating in the functional 
design, you know the software so much better than you would 
otherwise,” Wheeler added. “And your financial execs can put in 
their two cents, so their priorities are listened to.”

Years ago, universities used to build their own applications; in 
the 1990s they started buying it all, Wheeler noted. Now they’re 
moving to a model in which they can borrow it. “It’s our default 
method of development now, and I think it makes sense for other 
public-sector organizations,” he said. “You just need a mechanism 
for making it happen.”

Higher Ed Takes the Lead
Brad Wheeler, CIO,

Indiana University, 
Bloomington
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Prepare for the worst with the best. Introducing Backup Exec™ 11d from Symantec. The worldwide leader in backup and recovery. Now with

continuous protection for Exchange. Mailbox backups are history. Messages, folders, and emails can be recovered in seconds. No wonder

Backup Exec is still the gold standard in Windows® data recovery—and an intelligent choice for local and state governments. So for the

optimal health of your IT infrastructure (and your IT Director) look into Backup Exec 11d. Visit symantec.com/publicsector

Confidence in a connected world.

The blood pressure of the IT Director is connected to the corrupted Exchange database

is connected to the agency’s email system

is connected to Symantec Backup Exec 11d which

recovered the data in a heartbeat.
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When it comes to 
government and 
technology, National 
Technology Champion 
Cathilea Robinett 
believes the best is 
yet to come.

Imagination  AgeAge
ChampionChampionfor the
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On a warm, sunny day in Sacramento, 
Calif., Cathilea Robinett sat on an outdoor patio adjacent 
to the city’s convention center, looking calm and relaxed. 
Her quiet demeanor revealed nothing about the hectic 
schedule and grueling pace of work that has been the 
hallmark of her career since she became executive direc-
tor of the Center for Digital Government in 1999. (The 
Center is owned by e.Republic, publisher of Government 
Technology’s Public CIO.)

One reason Robinett is often on the road has to do with 
the extensive recognition of excellence the center bestows on 
state and local governments through its annual surveys and 
Best of the Web competitions. She personally hands out the 
awards around the country, recognizing states, counties and 
municipalities for their achievements in using technology to 
improve public service.

But on May 10, Robinett found herself on the receiv-
ing end for a change when she was honored by the 
National Association of State Chief Information Officers 
(NASCIO) with its prestigious National Technology 
Champion Award. 

“Her leadership with innovative programs like the center’s 
Best of the Web awards and Digital Government Summits 
has been invaluable,” said NASCIO President Teri Takai. 
“Because of Cathilea, we have a new landscape in this coun-
try where best practices are shared between a diverse range 
of public entities.”

As a day’s worth of events, speeches and meetings were 
about to get under way at the annual Government Technology 
Conference in California’s state capital, Robinett took some 
time out to reflect on the award and what it meant.

“It was quite a switch to be the one to receive an award 
rather than be the one who gives one away,” she said. “But 
this is extra special. I’ve dedicated my life to evangelizing for 
technology, so to be recognized by people in the public sector in 
this way is truly an honor and definitely a career high for me.”

From Information to Imagination
In 1996, the center launched its Best of the Web competition, 

followed the next year by its Digital Survey of the States 
program. At that time, the online world was just dawning 
and the notion of recognizing government for its technological 
achievements might have seemed dubious to some. 

For Robinett, however, the annual surveys and awards 
would be a way to put a badly needed spotlight on people 
and programs in government that deserved recognition, but 
were often overlooked by the mainstream press. Her instincts 
were right. Since they began more than 10 years ago, the 

digital surveys and Web awards have been covered by media 
throughout the country, including Time, USA Today and The 
Wall Street Journal.

For those who know Robinett, it comes as no surprise that 
she’s worked so hard to make these programs succeed. She 
cares deeply about the importance of public service, and the 
surveys and Web awards reflect her passion, as well as that 
of the center. “I believe that’s what makes the center so dif-
ferent,” she said. “We are a team of people, including many 
former practitioners from elected office and government IT 
departments, who really care about the public sector, about 
good public policy.” 

Ultimately the center is about the future, she continued. 
Whether it’s helping state and local governments promote 
good policy, prepare for the millennial generation or trans-
form bureaucracy into citizen-centric services, Robinett is 
characteristically upbeat about digital government. “I’m 
more excited about technology’s impact on government than 
I have been in years,” she remarked. “I’m really looking for-
ward to the next 15 years.”

Robinett compares the state we’re in today with the 
Eisenhower administration when it decided to build the 
country’s interstate highway system, a little more than 50 
years ago. “We’re at that same point of transition, so it’s 
important to develop good public policy for the next gen-
eration, because we are done with the Information Age and 
have entered the imagination age, which is about ideas and 
knowledge.”

It’s About the People
The previous winners of NASCIO’s Technology Champion 

Award have generally been elected officials. Robinett, who 
is the first woman to win the award, has never held elected 
office, but relishes the political side of government. “I’ve 
always been interested in [politics] since I was young,” 
she said. Indeed, Robinett is at ease meeting with elected 
officials, whether it’s former Virginia Gov. Mark Warner, 
Michigan Gov. Jennifer Granholm or speaking before govern-
ment leaders at the United Nations or IT executives at the 
World Congress on Information Technology. 

And she puts people at ease with her engaging and friendly 
personality. “I love going out and meeting folks, especially 
those who are driven to excel. I just love the people I meet in 
the public sector.”

As lunchtime nears, Robinett’s cell phone begins to ring, a 
reminder that technology keeps her constantly on the go. But 
it’s OK for this technology champion. She has people to meet, 
a task she enjoys every working day. ¨

B Y  T O D  N E W C O M B E   |   P H O T O  B Y  W I L L I A M  F O S T E R  P H O T O G R A P H Y 

Imagination Age
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Space shuttle 
disasters show 
the consequences 
of risk-management 
complacency.

T oday’s government agencies face an expanding array of threats that make 
eff ective risk management fundamental to their success.

From directing homeland security and managing national transportation 
systems to running weapons labs and research centers, government agencies oversee 
some of the nation’s most critical activities. Maintaining these operations in the face of 
natural and man-made hazards is vital to the country’s well-being. 

Government agencies also house some of its citizenry’s most sensitive informa-
tion — Social Security numbers, health records, fi nancial information and other 
personal data must be protected. That job grows harder each day as computer 
hackers become more sophisticated and mobile workers carry vast amounts of 
information in easily misplaced laptops and handheld computers.

Cold
Comfort
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In this environment, all public agencies must strengthen 
their ability to spot, evaluate and eliminate potential safety 
and security risks. 

Focus on safety and risk management starts at the top and 
must permeate every layer of an organization. Government 
leaders must understand the importance of managing risk — 
and they must communicate that importance to all employees 
and empower them to make the right decisions despite budget 
pressure, deadlines and other factors.

My experience with risk management stems from my 
involvement in the U.S. space program. As a mission spe-
cialist aboard space shuttle fl ights in 1983 and 1984, I was 
extremely confi dent in NASA’s safety procedures.

I also had the unfortunate duty of serving on accident 
investigation boards for the 1986 Challenger explosion and 
the 2003 Columbia disaster. Despite NASA’s reputation for 
technical and operational excellence, our investigations 
revealed an agency with serious risk-management problems.

Our fi ndings are instructive for public-sector leaders 
and managers because they highlight a particularly insidi-
ous risk-management shortcoming: the tendency to develop 
a false sense of security when everything is working fi ne. 
It’s human nature to interpret the lack of problems as a lack 
of risk. When this happens, people and organizations can 
become complacent.

This phenomenon was a key factor in the space shuttle 
disasters. Although the Challenger and Columbia were 
destroyed by completely different technical malfunctions, 
the underlying cause of both accidents was rooted in risk-
management failures. NASA managers, blessed by the good 
fortune of many successful shuttle launches, began to down-
play the importance of signifi cant technical challenges with 
tragic results. 

If this type of risk-management failure can occur at NASA 
— an organization engaged in one of the riskiest endeavors 
known to mankind — it can happen anywhere. The space 
agency’s experience shows that effective risk management 
demands leadership, communication and constant vigilance 
— particularly when everything seems to be OK.

What Went Wrong?
Through years of space exploration, NASA fi nely honed 

procedures for spotting and mitigating potential dangers. 
But cultural changes triggered by cost and schedule pres-
sures of the space shuttle program in the ’80s prompted 
NASA to lose focus and discount the seriousness of known 
design fl aws. The longer operations continued without 
mishap, the more “acceptable” these fl aws became.

Then on an unusually chilly morning in January 1986, 
Challenger thundered away from its Florida launch pad, 

commencing NASA’s 25th shuttle mission. Seventy-three 
seconds later, the orbiter was destroyed in a massive fi reball. 
Our accident investigation determined that failure of a 
rubber O-ring in one of the shuttle’s massive solid rocket 
boosters triggered events that literally tore the craft apart.

At the time of Challenger’s launch, NASA managers 
and engineers were well aware of problems with the 
O-rings, which sealed seams between sections of the rocket 
boosters. They’d seen evidence in earlier fl ights where hot 
exhaust gases from the rocket motors had nearly burned 
through the O-ring seals — particularly during cold-
weather launches — endangering the shuttle and crew.

When the seal “erosion” was fi rst discovered, NASA 
considered the problem quite serious, but the shuttle con-
tinued to fl y as engineers worked on a solution. As fl ights 
continued without serious incident, the O-ring problem 
became less urgent. Deterioration of the critical booster 
seals came to be viewed as a nearly normal occurrence.

NASA fell into a trap. The O-rings functioned well 
enough to avoid disaster for 24 shuttle missions, and the 
agency became complacent. But the danger remained.

With the Challenger launch, NASA’s luck ran out. An 
O-ring in the shuttle’s right rocket booster — hardened 
by subfreezing temperatures during the morning of the 
launch — gave way, sending fl ames into the external fuel 
tank. Seconds later, the craft burst apart, scattering debris 
into the Atlantic Ocean.

Our investigation concluded that NASA’s organizational 
culture and decision-making processes were key contribu-
tors to the accident, and it included nine recommendations 
to be implemented before shuttle fl ights resumed. The 
shuttle program was halted for 32 months while NASA 
implemented the changes.

Yet history repeated itself 17 years later.
After a string of successful shuttle missions, Columbia 

lifted into the sky from Cape Canaveral on Jan. 16, 2003. 
Eighty-two seconds into the fl ight, a chunk of insulating 
foam broke free from the external fuel tank and slammed 
into the leading edge of the orbiter’s left wing.

Similarities to the Challenger accident were alarming. 
As with the O-ring problem, NASA had long known of the 
falling foam. Almost from the beginning of the shuttle 
program, pieces of insulation had been separating from 
the fuel tank and striking the shuttles, causing varying 
degrees of damage. At fi rst considered serious, the problem 
didn’t cause catastrophic results for more than 100 shuttle 
fl ights, leading NASA to minimize the importance of the 
potentially fatal fl aw. 

Yet the fl aw remained. The chunk of foam that struck 
Columbia’s wing damaged critical thermal panels designed 

www.public-cio.com [49] 

B Y  S A L L Y  K .  R I D E  |  C O N T R I B U T I N G  W R I T E R

PCIO08_46-2.indd   49PCIO08_46-2.indd   49 7/26/07   11:18:50 AM7/26/07   11:18:50 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



[50]

to protect the shuttle during its return to Earth. The dam-
aged panels triggered an in-fl ight breakup when Columbia 
re-entered the atmosphere 16 days later.

Fatal Pressures
How could the nation’s premier scientifi c and research 

organization twice underestimate serious space shuttle design 
fl aws? NASA was coping with challenges familiar to agency 
managers at any level of government: schedule pressure, bud-
get pressure and political pressure. These forces led to fl awed 
decision-making in both accidents.

The space shuttle was touted as a vehicle to make space 
travel routine, able to deliver payloads into orbit quickly and 
relatively inexpensively. Therefore, NASA was forced to con-
trol costs and meet launch schedules despite the shuttles’ huge 
complexity and inherent risks. 

Over time, NASA “normalized” the O-ring and foam 
problems, drastically underplaying their potential risk. 
Investigations of the Challenger and Columbia disasters 
showed that concern over cost-effi ciency and deadlines 
blurred NASA’s focus on safety. Furthermore, NASA had 
developed a culture that emphasized procedure and chain 
of command, and stifl ed communication.

Before the Challenger accident, engineers raised con-
cerns about O-ring performance due to unusually cold 
temperatures the morning of the lift off. Our investiga-
tion found that management didn’t listen to the engineers’ 
warnings, and some engineers who had important informa-
tion didn’t speak up. Ultimately NASA decided launching 
in such cold temperatures was an acceptable risk despite 
the concerns.

Similarly NASA management overruled a request by 
worried engineers to use Department of Defense satellite 
imagery to study the damage to Columbia’s wing. Instead, 
NASA administrators grumbled about the engineers’ failure 
to follow proper protocol in requesting the images.

In the events leading up to both accidents, manage-
ment didn’t recognize that unprecedented conditions 
demand fl exibility and democratic process, not bureaucratic 

response. In both investigations, we found that budget 
shortages prompted NASA to cut safety personnel, and 
those remaining lacked the clout and independence they 
needed to be effective.

Leadership Is Key 
How do you avoid a similar situation? Effective risk man-

agement starts with leadership. 
Challenger and Columbia weren’t doomed by technical 

problems. The accidents stemmed from cultural failures 
within NASA that encouraged complacency, silenced com-
munication between levels of the organization, and allowed 
cost and budget pressures to eclipse safety concerns. As we 
pointed out in the Columbia accident investigation, leaders 
create culture, and it’s their responsibility to change it.

Agency leaders must create an environment where any 
employee — regardless of title or status — can bring legiti-
mate concerns to management and have those concerns taken 
seriously. If, for example, a software programmer discovers 
a potential vulnerability in computer code, he or she should 
be able to alert someone who will take the appropriate action 
— even if that means shutting down a Web site or spending a 
signifi cant amount of money to correct the problem.

I recently spoke at a management retreat organized by 
the CEO of a large medical center. He’s working to develop 
formal risk-management procedures, and more importantly 
he’s instilling a culture that values open communication of 
risk factors. More executives should do the same.

After serving on investigation boards for both space 
shuttle accidents — and seeing up-close the results of risk 
management gone awry — I believe procedures are impor-
tant, but people make the difference.

Developing mechanisms to spot potential problems clearly 
is necessary. But as NASA’s experience shows, that’s not 
enough. The space agency created excellent mechanisms to 
spot risks, and for the most part, they worked. The mechani-
cal fl aws that destroyed both space shuttles were well 
known before the accidents, but those fl aws were improperly 
— if at all — addressed by people running the organization. 
Ultimately it’s not enough to spot risks; it’s how you address 
them that counts.

NASA may have a specialized mission, but lessons 
from the space shuttle accidents apply to public agencies 
at all government levels. Almost any agency manages risk 
— from regulating hazardous materials to protecting sen-
sitive data on computer networks — and can learn from 
NASA’s experience. ¨

“It’s human nature to 
interpret the lack 

of problems as a lack 
of risk. When this 

happens, people and 
organizations can 

become complacent.”
— Sally Ride
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CIO Sightings
A Good fit

Phoenix City Manager Frank Fairbanks named Charles Terrell Thompson Sr., the city’s CIO and director of the Information 
Technology Department. Thompson will manage a $9.9 million budget and 214 employees in a department responsible for 
the city’s computer and wireless networks, as well as its radio and telephone systems. Thompson previously served as CIO of 
the Orange County Public Schools in Orlando, Fla., where he led a staff of more than 300 IT professionals supporting more 
than 200 facilities. 

Leave IT to Levin
Another big city CIO announcement comes from Los Angeles where Mayor Antonio Villaraigosa appointed Randi Levin 

as chief technology officer and general manager of the Los Angeles Information and Technology Agency. Levin served at 
NBC Universal as vice president and group information officer, and was in charge of implementing the company’s intranet, 
managing a Sarbanes-Oxley program for proper corporate accountability and creating several new IT programs that 
improved the entertainment company’s efficiency. 

 

Kudos
Lisa Schlosser, CIO of the U.S. Department of Housing and Urban Development, received the 2007 Executive Leadership 

Award, presented by the Association for Federal Information Resources Management. The award is given annually to the 
individual who “exemplifies outstanding leadership in information technology management in the government.”

Top of Class
John Suffolk, CIO of the United Kingdom, was recognized as one of the top CIOs in the UK’s public sector by Silicon.com, 

a British digital magazine. Suffolk was cited for keeping “the use of shared services in line with the efficiency agenda and 
building the government’s in-house capability to deliver big projects by creating a genuine IT profession and career ladder 
in the public sector.” In an interesting side note, the magazine noted that Suffolk “runs a farm protecting rare breeds of sheep 
and pigs. In true Animal Farm style, some of the pigs are named after chief executives and royalty.”

In and Out
In Cook County, Ill., Antonio “Tony” Hylton replaced outgoing CIO Catherine Maras-O’Leary. Prior to his new position, 

Hylton worked as a consultant and adviser to the mayor of Aurora, Ill., to develop a citywide technology infrastructure plan. 
Maras-O’Leary, who recently had a child, has not announced her next move.

Leading the Pack
The Arlington County, Va., Department of Technology Services has been recognized by CIO magazine for revolutionizing 

public safety and emergency operations across the Washington, D.C., metropolitan region with the nation’s first Emergency 
Technology Support Unit (ETSU), a new classification of mobile command vehicle designed specifically for emergency and 
field operations. Jack Belcher, Arlington County CIO, said, “The ETSU is the embodiment of the critical role technology 
plays in the response of the community to an emergency. Integrated voice, data and video are now recognized by our first 
responders as essential tools in the response to an emergency.”

Randi Levin

Charles Terrell 
Thompson Sr.

John Suffolk

Lisa Schlosser

Antonio 
“Tony” Hylton
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Jack Belcher
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NASCIO is the premiere
network and resource for

state chief information
officers and an effective

advocate for information
technology policies at all

levels of government. 
For more information

about NASCIO visit
www.nascio.org.

BUILDING ON THE
PAST/MANAGING THE
PRESENT/STEPPING
INTO THE FUTURE

ANNUAL
CCONFERENCE

20
07

September 30 – October 3, 2007
Tucson, Arizona

Marriott Starr Pass

Register online at www.nascio.org

PCIO_AugTemp.indd   10PCIO_AugTemp.indd   10 7/16/07   2:24:59 PM7/16/07   2:24:59 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



Jarrett: The greatest single challenge is 
the protection and security of Delaware’s 
citizens’ data and our state’s network. 
Delaware is also facing a tough budget 
challenge this year and resources will be 

far scarcer than they have been for several years. IT needs 
will compete with other very necessary capital projects, 
like new school construction.

Lichtliter: The challenge is always to do 
more with less. The Mississippi Legislature 
and the executive branch of government 
view the IT organization as a very cred-
ible and effective organization. The vendor 

community is accepting of the role of the central IT orga-
nization and trusting of its decisions and directions. These 
relationships are all critically important to the success 
of the IT organization. The future appears to bring more 
opportunities for shared data, systems and infrastructure 
between state and local government and between state 
and federal government. Cross-jurisdictional opportunities 
in the areas of law enforcement, court-case management, 
e-filing, e-government, GIS, statewide wireless communi-
cations, etc., are just the beginning.

Khanna: Our biggest challenge is finding 
creative funding solutions for long-term IT 
investments. The biennial political cycle 
does not lend itself to long-range planning 
or major investments over time. It is much 

better at addressing immediate problems and stemming 
crises. I am working in the off-season with a small bipar-
tisan team of legislators to come up with a coherent plan 
for IT funding so we can avoid the pending crises and move 
the state forward toward technical stability.

How do you think your public-sector colleagues perceive the 
position of CIO?

Takai: Serving on the governor’s Cabinet 
provides an opportunity for daily interac-
tion with other Cabinet members, [and] 
the governor’s executive staff. Through 
this interaction, we have developed a part-

nership and an understanding of the value of IT. Working 
to educate the Legislature about my position and role in 
state government has been a bigger challenge.  

Gillispie: It depends on the day.

What achievement(s) are you most proud of?

Lichtliter: I feel very good about the prog-
ress the state has made over the past 
decade through leveraging technology. 
Specifically the state, through outsourcing 
contracts for statewide services — wired 

and wireless telecommunications — has positioned itself 
as a long-term anchor tenant, providing lower costs to all 
government entities and allowing private companies the 
level of commitment and incentive to upgrade and build 
out their technology infrastructures. This upgrade and 
build-out of infrastructures not only meets the expand-
ing needs of government, but also significantly improves 
statewide availability of broadband and other services for 
businesses, industry, education and citizens.   

Another notable achievement is the improving cooperative 
relationship between state and local government as it relates 
to opportunities to leverage government expenditures for 
technology solutions across multiple political jurisdictions.

Gillispie: Developing a technology gov-
ernance model that puts the business 
[units] in the position of making the tough 
decisions associated with technology for 
government.  In addition, developing a 

strong continuity of operations capability that agencies 
can take advantage of.

Takai: I am very proud of the Michigan 
Department of Information Technology. 
We’ve consolidated 19 different IT organi-
zations with 1,700 employees into a single 
organization delivering effective, efficient 

services to the state agencies and citizens.
We are also fortunate to have been recognized by the 

Center for Digital Government for our efforts — both 
through the Digital States award and also the Best of the 
Web. These awards are a tribute to the hard work of my 
employees, and it is gratifying for me to see them get the 
recognition they deserve. ¨

C O N T I N U E D  F R O M  PA G E  1 6
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T H E  F U T U R I S T

Ijust read a great book, Competing 
on Analytics, co-authored by a 
man who should be familiar to 

anyone with an interest in manag-
ing public-sector technology. Thomas 
Davenport, along with Jeanne Harris, 
got me thinking that we are ready for 
“what’s next” in leading large-scale 
public enterprises. 

In his seminal work, Process 
Innovation: Reengineering Work 
Through Information Technology, 
written way back in the dark ages 
of the early 1990s when we were 
just paving the cow paths, Davenport 
called on us to move beyond mere 
automation of traditional transac-
tions. Today much of that work has 
been accomplished, and government 
is zooming forward with new citizen 
access and services. 

Public-sector leadership heeded 
Davenport’s message in the ’90s 
because they had to. People were 
cruising to ATMs to bypass teller 
lines, and buying airline tickets and 
books online, yet they had to line up 
for hours at the department of motor 
vehicles, and battle for other basic 
services, such as getting a copy of a 
birth certificate. Government came 
under pressure to compete with the 
private sector in the name of service, 
or politicians would feel the heat. 
Many governments have more than 
met the challenge but others still lag.

Yet, public confidence in government 
is at an all-time low. Consider how deci-
sions were made going into Iraq and 

dealing with Hurricane Katrina. Real 
justifications for policy and adminis-
trative actions are hard to come by in 
the first place, but when our federal 
government proves to be just flat-out 
wrong in its predictions one wonders: 
Does decision-making have to be done 
haphazardly? Certainly not. 

The answer, according to Davenport, 
is for the public sector to support bet-
ter policies, create more data-driven 
administrative work, reduce risk and 
take advantage of huge data assets 
by making better use of analytics. 
Analytics is the high-end portion of 
business intelligence (BI) that allows 
government to use data to predict out-
comes of new or changing policies, 
programs, regulations, enforcement 
patterns or whatever task is at hand. 
These tools can boost public confidence 
and lead to better decision-making.

Some government agencies are lead-
ing the way. The U.S. Department of 
Veterans Affairs created an electronic 
medical records system that is now 
used to model the impact of aging 
demographics on chronic disease rates 
for veterans, to make evidence-based 
decisions on what medical protocols 
to favor, and to manage lots of other 
health services that depend on that 
department’s ability and reputation 
for serving its clients.

A May 2007 New York Times article 
credits Rodney Monroe, chief of the 
Richmond, Va., Police Department, 
with the innovative use of analytics to 
reduce local crime by 20 percent, at a 
time when crime is on the rise nation-
ally. The article explains that the real 

value of analytics comes from looking 
at data sources from outside law 
enforcement, from elsewhere in govern-
ment or sometimes from other sources 
outside government entirely, and then 
integrating it with crime data.

Many governments already own 
SAP, Oracle or some other enterprise 
software program. These business 
applications can mine data with BI 
extensions that enable analysis of 
information collected as a byproduct 
of service delivery. Tools from SAS 
Institute, Cognos, Business Intelligence 
and other vendors are also in most 
government portfolios. However, the 
obstacles to using these tools are 
numerous, especially when analyzing 
data beyond individual transactional 
systems and even beyond the agency’s 
own internal systems.

Other obstacles include irrational 
privacy fears and bad data. But the big-
gest obstacle is making managers and 
policymakers aware that CIOs can help 
them do their jobs more effectively. 

It’s time to go beyond building data 
marts and data warehouses, to revisit 
our business process improvement 
goals, and for CIOs to regain their 
seat at the table by not only keeping 
the enterprise up and running, but 
by helping government make better 
decisions through analytics. Whether 
it’s No Child Left Behind or where 
to deploy our patrol cars, the public 
expects us to make informed decisions, 
and CIOs need access to the tools and 
data necessary to lead the revolution. 
It’s time to answer Davenport’s clarion 
call again. ¨

B Y  L A R R Y  J . S I N G E R

The Case for Analytics
Whether it’s battling the global war on terror, fighting 
crime or speeding up lines at the DMV, government 
decision-makers can benefit from better analytics.
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C O M M E N T A R Y

Thomas L. Friedman is a great 
storyteller, which explains why 
his major works on globaliza-

tion — The Lexus and the Olive Tree 
and The World Is Flat — became rec-
ommended or even required reading 
in state and local governments. Given 
the affinity that governors, mayors and 
county executives have for Friedman’s 
description of a changing world, it’s 
worth paying attention to his essay, The 
Power of Green, published in The New 
York Times magazine earlier this year.

Friedman is no more the last word 
on environmental stewardship than 
Al Gore, but both have popularized 
the issues for a wider audience. For 
his part, Friedman wants to rebrand 
and reclaim green. “I want to rename 
it geostrategic, geoeconomic, capital-
istic and patriotic. I want to do that 
because I think that living, working, 
designing, manufacturing and project-
ing America in a green way can be the 
basis of a new unifying political move-
ment for the 21st century.”

Indeed, inconvenient truths have 
become very convenient differentiators 
in IT marketing under the rubric of the 
greening of IT — just scroll through 
your inbox or walk a trade show floor 
to see the selective claims made on 
behalf of certain goods and services 
that are being recast as environmen-
tally responsible.

Advocates of point solutions often 
lack the ability or interest in helping 
us see the wider programmatic view. 
Simultaneously there are competing 

interests that would create an entirely 
new bureaucracy to monitor and assess 
just how green “green” is, or is becom-
ing. Both alternatives add complexity 
when what’s needed is simplicity.

My colleagues and I at the Center 
for Digital Government have been 
thinking a great deal about simplicity. 
Not simplistic, but simple, elegant 
and sophisticated. It follows then, that 
we’d be interested in something that’s 
simply green, in which the general 
principles of simple are applied spe-
cifically to the greening of IT.  

The simplest solution for taking a 
programmatic view of green IT in the 
public sector is to adapt existing efforts 
to account for this new priority. The 
20 or more states with accountability 
or performance programs would do 
well integrating a green component into 
those programs rather than creating 
a new and likely duplicative oversight 
bureaucracy.  

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 tempta-
tions to do too little or too much makes 
it all the more important to define 
four vital markers or signposts of the 
green component for understanding 
and ultimately managing the environ-
mental footprint of government. To 
those ends, we offer the R2O2ADHome, 
a modified acrostic to help get us to 
simply green:

Rules and regulations: A clear-eyed 
assessment of the completeness 
and consistency of the policy 

•

environment in spelling out the 
expectations that government has 
of itself and others in environ-
mental stewardship.
Operational optimization: With a 
major IT advisory house predicting 
energy costs will soon consume 
half of an organization’s IT bud-
get, running cleaner, cooler and 
cheaper from the data center to 
the farthest reaches of the orga-
nization may make green the last 
best chance to stay out of the red.
Acquisition and disposal of technol-
ogy: A validation of the long-term, 
largely volunteer effort to keep old 
technology out of landfills, and an 
embrace of industry-led initia-
tives, such as the new Climate 
Savers Computing Initiative, to 
reduce carbon dioxide emissions 
from commodity computing.
Home as the new workplace: With 
much of government’s carbon foot-
print consumed in the commute, 
the greening of IT may finally pro-
vide an impetus for telework that’s 
equal to the resistance it has long 
faced by entrenched bureaucracies 
and work rules.

In the next issue of Public CIO, 
we’ll tease out these signposts on the 
road home — with your help. Join the 
discussion by posting to the comments 
section next to the online version of 
this commentary, at the new <www.
govtech.com/pcio>. ¨

•

•

•

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

Simply Green
On the road to environmental stewardship.
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MASTER THE DYNAMIC.“The public good,
delivered better”

There are infinite dynamics in government.
Master them all. With Microsoft Dynamics™.
Presenting Microsoft Dynamics: powerful business management solutions for 
government departments and agencies. Its financial management and customer 
relationship management solutions can help you get a handle on expenditures, 
resulting in lower administrative costs while delivering more innovative services. 
And it’s people-ready: easy to learn, easy to use, and easy to integrate. To get the 
full story, visit www.microsoft.com/government/dynamicsfinancials
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