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

Since this magazine’s inception, 
we’ve had the intrepid Paul Taylor, 
chief strategy officer of the Center 

for Digital Government, bringing us his 
views, thoughts and opinions on the world 
where the public sector and CIOs intersect. 
He’s also been our only regular columnist, 
delivering commentary on technology and 
government.

But no longer. Last issue, we introduced a 
new column, The Futurist, written by Larry 
Singer. I’ve known Larry for many years, 
first as an executive at Texas Instruments, 
later as the founder of Public Interest 
Breakthroughs, a leading-edge govern-
ment IT consulting company, a fellow at 
Harvard’s Kennedy School of Government, 
Georgia’s CIO, senior vice president at 
Sun Microsystems, and most recently, an 
independent consultant.

As you can tell from his job history, Larry 
has never been one to stay still for long. 
His rich and varied career has given him 
new insights on the world of technology 
and how it can transform the public sector. 
His career path through government and the 
private sector has given him an astute under-
standing of technology’s capabilities, and the 
challenges the public sector faces in turning 
the promise of IT into a reality for service 
delivery — especially at the CIO level. 

With his new column, Larry will cover 
the future of technology, and its impact 
on the CIO and the IT organization within 

government. This will give readers a chance 
to learn what’s new, and hopefully avoid 
any unexpected surprises along the way.

Starting with this issue, we’re also 
inaugurating Security Adviser, a regular 
commentary on issues relating to IT secu-
rity as they concern government CIOs. 
Contributor Dan Lohrmann is Michigan’s 
chief information security officer; has more 
than 23 years of security experience; and 
has served as technical director of ManTech 
International in England, the Michigan 
Department of Management and Budget’s 
CIO, and senior technology executive of 
e-Michigan, the award-winning Michigan
.gov portal. 

Dan also serves as president of the 
Michigan InfraGard Members Alliance, and 
as an executive board member of the Multi-
State Information Sharing and Analysis 
Center. He also serves on several state 
and federal security councils and work-
ing groups, such as the IT Government 
Coordinating Council led by the Department 
of Homeland Security. Dan has received 
widespread recognition and awards for his 
work in the security field, including the 
CSO Compass Award for security industry 
leadership and innovative thinking. 

We think you will find these commentaries 
useful and sometimes provocative. They are 
part of our continuing effort to make Public 
CIO a valuable thought leadership publica-
tion for the public-sector CIO community. ¨

Something New 

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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David Wennergren, deputy CIO, 
U.S. Department of Defense and 
vice chair of the federal CIO Council
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AS BABY BOOMERS FLOCK TOWARD RETIREMENT, GOVERNMENT FACES 
a serious brain drain. Sixty percent of the U.S. work force will be eligible to retire 

over the next 10 years, according to the U.S. Office of Personnel Management. 

And in a study published in 1999, Samuel M. Ehrenhall, a senior fellow at the 

Rockefeller Institute of Government, found that 40 percent of state and local gov-

ernment employees would be eligible to retire in the next 15 years. 

With so many imminent departures, government CIOs should be thinking 

hard about how to recruit, cultivate and keep the talent they’ll need to get 

through the coming years. When veteran employees leave, valuable knowledge 

goes with them. 

Although CIOs are trying to preserve existing knowledge capital, they must 

prepare for demands that are only starting to emerge. “You’ve got to have the 

right mix of people, and you’ve got to have the right skills, not only to meet your 

current requirements, but also to be ready for the vision that you have of your 

future,” said David Wennergren, deputy CIO at the U.S. Department of Defense 

(DoD) and vice chair of the federal CIO Council. 

Unfortunately many government executives — including many CIOs — aren’t 

focusing hard enough on strategic work force development.

What CIOs need to know 
about succession planning.

NextWho’s

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

C O N T I N U E D  O N  P A G E  1 6

PCIO10_12.indd   13PCIO10_12.indd   13 9/28/07   10:15:20 AM9/28/07   10:15:20 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



Sprint is not the sole winner of the 2007 Networx Enterprise Contract. Fastest claim based on total network size (sq. miles) multiplied by network upload/download speed capability. User’s speed experience may vary. Largest claim based on 
total network size (sq. miles). Coverage not available everywhere. See sprint.com/coverage for details. Sprint Mobile Broadband Network reaches over 224 million people. Rev. A enhancements reach over 211 million people. Not available in 
all markets/retail locations. ©2007 Sprint Nextel. All rights reserved.

MOBILE BROADBAND FOR STATE AND LOCAL GOVERNMENT

Whether you need to access critical information in an emergency, check live camera feeds or COG plans or 

just update your calendar, you can do it faster and in more places with Sprint. Sprint Mobile Broadband is the 

fastest and largest national mobile broadband network, which means you have the ability to make just about 

any place a workplace, fast. That’s getting it done at SprintSpeed.™ 

Winner of the multiple award Networx Enterprise Contract

You freed yourself from the office.

Don’t let a slow network tie you down.

PCIO_OctTemp.indd   16PCIO_OctTemp.indd   16 9/26/07   10:26:50 AM9/26/07   10:26:50 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



1-800-SPRINT-1
sprint.com/government

PCIO_OctTemp.indd   17PCIO_OctTemp.indd   17 9/26/07   10:27:17 AM9/26/07   10:27:17 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



[16]

“The succession planning issue, according to our research, 
is not being taken as seriously by the public sector as it needs 
to be,” said Rollie Waters, founder and president of Dallas-
based Waters Consulting Group. In a survey of local govern-
ment professionals Waters conducted this spring, nearly half 
the respondents said their organizations do a poor job of 
succession planning, and a third said the same of their par-
ticular departments. 

Don’t Leave It to Chance
Pension programs that encourage early retirement cre-

ate one kind of succession planning challenge for govern-
ment CIOs. Another stems from the fact that governments 
often are passive about cultivating talent, said Patrick 
Ibarra, co-founder and partner at Mejorando Group, a 
government human resources consultancy in Glendale, 
Ariz. If employees ask for extra training, the organiza-
tion might provide resources, but it won’t actively steer 
personnel toward professional development opportunities. 
“A lot is left to chance, and that’s pretty risky,” he said. 
“Some people will grow, and some won’t.” 

Younger employees are notoriously impatient, Ibarra 
added, and won’t stick around if they don’t feel they’re on 
an upward path. “Organizations don’t have the luxury of 
allowing employees to gain knowledge on the job for 10 or 
12 years and then promote them.”

Competition from the private sector also 
challenges a public CIO’s ability to recruit and 
retain valuable employees. Google recently 
opened an office in Ann Arbor, Mich., and 
its plan to hire 1,000 people could create 
new competition for Washtenaw County’s IT 

department. “We can’t pay what the private 
sector is going to pay, and we don’t have stock options 
and those kinds of things,” said David Behen, the county’s 
deputy administrator and CIO.

Civil service regulations — and the fact that some posi-
tions are subject to political appointment — may also get 
in the way of succession planning. For example, except in 
states where a merit system prevails, the governor chooses 
the state CIO. “The challenge is that the governors normally, 
and often, don’t know how to pick them,” said Alabama CIO 

Jim Burns. The average tenure of a state government CIO 
— 22 months — underscores this problem, he said. 

But even when CIOs can’t pick their own successors, 
they can groom the next generation of leaders, said the 
DoD’s Wennergren. “It’s not only possible, it’s absolutely 
crucial.” He hired and trained the executive who stepped 
in to replace him as deputy CIO at the Department of the 
Navy, and later, as the Navy’s CIO, when Wennergren took 
a series of promotions. 

An executive who leaves can’t be certain the heir-apparent 
will assume his or her place, Wennergren said, but that’s 
beside the point. “They will be prepared for positions of 
greater responsibility, either within your organization or 
within other organizations.” 

Recruiting Comes First
One key to succession planning is to take the recruiting and 

hiring process seriously. “Many agencies think it’s enough 

Best Practices for Succession Planning

✓ Get aggressive about recruitment and hiring.

✓ Combine formal training, practical experience 
 and mentoring.

✓ Focus on competencies as well as technical skills.

✓ Provide new experiences and responsibilities.

✓ Create opportunities to work on pilot projects.

✓ Move managers around within the department.

✓ Create a road map for attaining specific skills 
 and competencies.

✓ Encourage employees to create individual 
 career development plans.Rollie Waters 

founder and president, Waters Consulting Group

C O N T I N U E D  F R O M  P A G E  1 3
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just to have an ad on their Web site,” said 
Mejorando Group’s Ibarra. But government 
departments should get much more involved, 
he said, forging relationships with colleges 
and universities, and working with the human 
resources department to develop recruiting 

methods that attract the best candidates.
Behen interviewed 25 people before hiring Washtenaw 

County’s manager of applied technology. “I think the most 
important thing is that you hire the right people at the right 
time,” he said. “And then you develop them.”

Professional development gives employees opportunities 
to shake things up and try new things. “Stability can often 
lead to stagnation,” cautioned Alabama’s Burns. For techni-
cal workers, he said, development could mean taking courses 
or gaining experience with new technologies through small-
scale pilots.

For managers, it might also mean job rotation. “Moving 
them around within the organization, I think, is very useful,” 
Burns said. “It challenges them. It allows them to learn more 
about different pieces of the organization.” 

Executives should also give future leaders a chance to 
broaden their horizons through activities, such as attending 
conferences or participating in cross-functional or interagency 
task forces, Ibarra said. “One of the best things executives 
can do is expose their staff members, provide them assign-
ments that have meat to them, give them an opportunity to 
interact with their peers — the director’s peers.” 

Washtenaw County maintains a large training budget for 
its entire IT staff, Behen said. “We also have a leadership 
academy. And then we also have, for selected individuals, 
professional coaches and mentors to help them develop their 
leadership skills.” 

Waters of Waters Consulting emphasizes the difference 
between skills — the “science” of a particular job — and 
crucial competencies, such as assertiveness and team build-
ing. His consultancy gives governments a tool for measuring 
competencies; then it sends a mentor who is strong in a spe-
cific area to work on that competency with a mentee. “When 
I show up to be a mentor to you, I’m not showing up with a 
grandiose, large back of tricks,” he said. “I’m coming in with 
some specific task that I’m going to work on with you.” 

The DoD has developed a list of core competencies that 
IT professionals require and a road map for attaining them. 
Each employee has an individual development plan, and 
managers encourage employees to get the skills they need to 
reach their personal career goals. The department also pro-
vides scholarships for training and certification. 

A CIO must be absolutely committed to career develop-
ment, Wennergren said. “You as the leader have to be willing 
to make sure your employees are getting the training and 
educational opportunities they need to be world class.” ¨

When Veterans Stay
While the likely departure of long-term employees makes succession 
planning an urgent topic, IT departments may also face challenges 
when experienced personnel stay put. 

Take Durham, N.C., where CIO Michiyo Wagner is trying to figure out 
how to redeploy some mainframe development managers who have 
worked for the city for more than 30 years. As Durham moves to a 
new, server-based enterprise resource planning system, these 
professionals have had trouble adjusting to the new environment.

“It was a very rough transition,” Wagner said. “It was not a good fit for 
them to just jump into.”

It’s not that these veterans don’t possess valuable knowledge and 
skills. “These people are very good at needs assessment,” Wagner said. 
They know how to translate business processes into applications, and 
as Durham migrates from the legacy systems, they themselves wrote 
to the new ones. Their help has been essential, but they haven’t 
learned to create new software with modern development tools.  

“People can say, ‘Well, if they want to survive, they need to jump into
it and learn it,’”Wagner said. But it’s not that easy when professionals 
also have to meet their day-to-day obligations. And the problem isn’t 
really an inability to learn new things; it’s more a question of cultural 
difference, she said. “It’s a little harder for those people to get into 
the new environment.”

David Behen 
deputy county administrator and CIO,
Washtenaw County, Mich.
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A quiet transformation is under way within Chicago’s city government. In his 
first 18 months on the job, CIO Hardik Bhatt has taken major strides to change 
how the city’s 35,000 employees in 46 departments interact with documents 

and each other. 
Work teams that previously shuffled paper or e-mail attachments between depart-

ments now create project-based document repositories using Microsoft’s SharePoint 
collaboration software. The project focus eases access to group presentations, 
schedules, written comments and project status. One immediate benefit is that 
employees working with colleagues in other offices communicate more frequently 
and with less confusion. 

“It definitely is starting to break down barriers between departments,” Bhatt said.

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

ComeTogeth
Tech-based collaboration is taking off in the public sector, 
but CIOs say it’s mostly been a bottoms-up trend.
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Hardik Bhatt, 
CIO, Chicago

her
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Harnessing Collective Wisdom
In the wake of the broad economic forces of globalization, 

quicker times to market and greater worker mobility, cor-
porations have started investing more money in technology 
to manage enterprise content, keep far-flung co-workers in 
sync and harness their collective wisdom to solve problems. 

Gartner Inc. predicts the worldwide Web conferenc-
ing and team collaboration software markets will grow 
approximately 22 percent per year through 2010. In 2007, 
revenue in the sector is projected to total $1.6 billion, a 
22.3 percent increase from 2006. Most major software ven-
dors have noticed the increasing demand, and are adding 
collaboration tools to their software suites — although IBM’s 
Lotus line of software and Microsoft’s SharePoint garner a 
large part of the market share today, according to Gartner. 

Web conferencing and team collaboration software has 
also caught on with public-sector agencies seeking more 
innovative ways to serve citizens and eliminate unnecessary 
bureaucracy.

“As more business cases and best practices develop around 
these technologies, they’re starting to be seen less as a special 
service and more as a ‘birthright technology’ the way e-mail is 
seen now,” said Tom Eid, research vice president for Stamford, 
Conn.-based Gartner. “CIOs will work with other business 
executives to make them part of the business fabric. That 
means training, learning about best practices — all of the elbow 
grease to make it more valuable to the organization.”

Although government sometimes lags in adopting new 
technology, Gartner’s research suggests that the collabora-
tion software market has started growing just as fast in the 
public sector as it has in the private sector, Eid said.

Many early adopters have been in local law enforcement, 
emergency management and the Department of Defense. 
Public safety agencies are creating fusion centers that use 
portal software to aggregate law enforcement information 
and provide better support to first responders. They use 
instant messaging, chat rooms, whiteboarding and video 
conferencing to bring responders from various agencies 
together quickly so they can assess situations and make deci-
sions mutually.

Web 2.0 social networking and wiki technologies will 
continue to change how workers access both content and 
colleagues, Eid believes. There are demographic reasons: 
Young people are more accustomed to working with tech-
nologies and want their work environment to be more 
flexible, he said. People are more willing to share things 
about themselves both in their private lives and at work. “It’s 
a sea change that will impact how people interact in their 
work,” he added.

Project Focus in the Windy City
Appointed Chicago’s CIO and commissioner of the 

Department of Business and Information Services (BIS) in 
February 2006, Bhatt initially met with Mayor Richard M. 
Daley to discuss how IT could help serve citizens better. 
In addition to improving connectivity and access for field 
crews, another way was increasing productivity of office 
employees — how they work on projects and handle admin-
istrative tasks.

“I started thinking about workspace collaboration to 
allow employees to share information online related to proj-
ects,” Bhatt recalled. “We could move these documents from 
paper-based to Web-based so they are always accessible, and 
so people can look at and edit the same document.”  

His staff looked at Oracle’s collaboration suite, but decided 
SharePoint was easier to use and quicker to deploy.

The first project last fall involved the 300-employee 
BIS’ own IT projects. Program managers started moving 
project-related information — such as status reports, issue 
tracking, schedules and comments — into SharePoint to 
be used by BIS and agencies involved in the IT project. 

The city also plans to take advantage of the software’s 
ability to maintain threaded discussion histories about 
the projects.

The city’s IT governance board — made up of BIS, the 
Mayor’s Office and the Budget Office — now uses SharePoint 
for its IT project approval process. “Before agency execs 
make a presentation, they upload it into SharePoint,” Bhatt 
explained. “As we talk with them more, they make changes 
to it, and maintain one version and keep status reports. They 
used to send things around via e-mail, and there would 
be multiple versions floating around at different stages of 
development.”

In Chicago city government, SharePoint use has spread to 
10 departments and 530 users. “There are seven gigabytes of 
documents on SharePoint,” Bhatt said. 

Transition Point
Much of the push for new collaboration tools has come 

from users themselves experimenting, rather than from IT 
leaders suggesting their adoption. For instance, Web con-
ferencing was traditionally done outside IT because it was 
usually a hosted service. A sales and marketing team could 
buy a block of time without involving IT. That dynamic, 
however, may be changing.

 “We are at a transition point,” said Jeff Rogers, director of 
public-sector industry solutions for the IBM software group. 
“Much of the impetus has grown up from working groups, 
but CIOs are seeing the phenomenal growth and realizing 
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they have to get policies and procedures in place about how 
they are used,” Rogers said. “Power users are leading the 
adoption of social software, such as wikis, blogs and social 
bookmarks. But that may change, too, and policies are being 
formulated around their use.”

“People need to learn proper ways to opt in and opt out,” 
Gartner’s Eid noted. “You have to develop the social norms 
about participating in virtual environments in the same way 
it took a few years for there to be accepted rules about e-mail 
etiquette.”

In many ways, it’s good if the impetus comes from employees 
trying to solve problems together, Rogers said, because the 
user community must see the technology’s value if it’s going 
to be successfully adopted. 

“At the end of the day, it’s about people trying to improve 
their collaboration skills,” he added. “A CIO can put a wiki 
capability out there, but it’s up to people to participate in a 
positive way. The CIOs are an important cog, but it will only be 
as valuable as their connection to the user communities.”

Web Conferencing in Lincoln
A good example of someone outside IT bringing col-

laboration tools to his department on his own initiative is 
Tom Casady, chief of the Lincoln, Neb., Police Department. 

In June 2005, Casady hung two 50-inch plasma screens in 
an office at police headquarters for use during assemblies, 
which are daily briefings for the department’s 422 employ-

ees to share details about 
leads and crime updates.  

Casady wanted to show 
officers visual informa-
tion, not just tell them 
about situations. “If there 
was a suspect, I wanted 
to show his mug shot,” 
he said. “There have been 
a series of thefts from 
cell phone tower sites. 
I wanted officers to see 
a map of where they are 
and a photo of what the 
copper grounding plates 
being stolen look like.” 

Adding visual content 
enhanced the value of 
assemblies, Casady insists. 
“And we have lots of con-
tent to put up on it because our record management system 
is Web-enabled, including mapping applications.”

His next challenge was to engage the 100 employees work-
ing at remote substations and a narcotics unit. They had 
traditionally taken part in assemblies via speakerphone, but 
Casady wanted to get them involved visually as well. He 
chose Citrix Systems’ GoToMeeting Web conferencing tool. 

Web conferencing:
Adobe Systems Inc.:  Acrobat 
Connect Professional
Cisco Systems Inc.: WebEx Collaboration
Genesys Conferencing: Genesys 
Meeting Center
IBM Corp.: Lotus family of software
Interwise: Interwise Connect
Microsoft Corp.: Office Live Meeting
WebDialogs: Unyte Conferencing
Citrix Systems Inc.: GoToMeeting

Team collaboration:
EMC Corp.:  Documentum eRoom
Grove Technology: Grovesite
IBM Corp.:  Lotus Sametime, Lotus Quickr
Intralinks Inc.: On-Demand Workspaces
Microsoft Corp.: Windows SharePoint 
Services, Office Groove 
Oracle Corp.: Oracle Collaboration Suite
Sitescape Inc.: Sitescape Forum
Vignette Corp.:  Vignette Collaboration

Leading Vendors and Tools

“A big thing here 
is cultural change. 
City employees 
have lived in a 
paper world for 
a long time.”
Hardik Bhatt, CIO, Chicago
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“It has worked very well for us connecting our four sites,” he 
said. “We still use the speakerphones for audio, but now the 
11 assemblies a day are handled via Web conference.” 

Casady said he doesn’t know of any other police depart-
ment that uses Web conferencing software for assembly. 
“For groups such as the Nebraska State Patrol, which has 
788 officers and many remote sites, it would make even more 
sense,” he said.

In the next few years, Casady hopes to deploy a Wi-Fi 
network so officers in squad cars could also take part in 
assemblies. “Within four to five years, they’ll be able to get 
a packet of data in some video format in patrol cars,” he 
added, “and the need for assembly, other than as a pep rally, 
will be gone.”

Change Through Telework 
A concerted effort to promote telework in Loudoun 

County, Va., has made Gene Troxell a student of collabora-
tion technology. 

In 2005, Troxell, IT director for the fast-growing county 
in northern Virginia, began working with the nonprofit 

Telework Consortium on pilot projects using software from a 
company called Marratech — recently purchased by Google 
— that included whiteboarding, document sharing and video 
conferencing. 

Approximately 15 percent of county workers now do some 
form of telework, and 20 percent of Troxell’s 100 IT employ-
ees work from home. The county, which is larger than 500 
square miles and has 92 dispersed offices, claims its telework 
promotion policy decreases commute times and enhances 
work-life balance for employees.

He readily admits, however, that some pilot projects proved 
more successful than others. “One of the lessons we learned 
is that you can’t force technology on people,” Troxell said. 
“For some of them, it was too drastic a step to move from 
face-to-face meetings. You have to take it in baby steps.”

Yet Troxell said many county employees have found the 
Marratech software helpful. For instance, the county’s leg-
islative liaison to state government lives in Richmond, the 
state capital, when the Legislature is in session. Prior to 
the telework effort, she drove two and a half hours back to 
Leesburg each week to meet with supervisors and talk about 
their priorities and events in the capital. Now, armed with 
a laptop and the Marratech software, she can hold a video 
conference with the county board of supervisors or use a 
whiteboard for brainstorming. 

Loudoun County began embracing the telework concept 
almost 10 years ago, but it wasn’t until January 2006, with 
the hiring of telework coordinator Diane O’Grady, that the 
effort really gained momentum. She rewrote telework poli-
cies and created a technology “tool bag” to support remote 
work. “We have people doing many different things,” 
Troxell said, “so no one set of tools was going to be right 
for all of them.

O’Grady also created a portal on the county intranet with 
descriptions of technology options, policies and procedures.

As the county IT department’s telework staff grew to 20 
percent, they increasingly relied on instant messaging (IM) 
— for collaboration. “I can use it to see when and where peo-
ple are working more easily than if I get up and walk around 
the office,” Troxell said, adding that he uses IM to get rapid 
responses to questions he has for specific employees.

 IT project teams also create text messaging groups with 
people they are working with in other departments and use 
Citrix’s GoToMeeting for Web conferences with far-flung 
colleagues.

Even departments that didn’t immediately take to the col-
laboration tools benefited from the pilots, said Troxell. “Our 
efforts lie now in investigating new collaborative technology 
to support telework,” he said, “but just showing people what 
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these tools can do gets them thinking about it and a little 
more comfortable with the concept.”

How Can IT Bolster Collaboration?
Is there a basic toolset CIOs should be making available 

to enable greater collaboration? Collaboration technology 
researcher and consultant Michael Sampson has identified 
seven ideal capabilities he believes IT should consider 
providing:

shared access to team data, an example of which is 
project wikis;
location-independent access to team data, people and 
applications; 
real-time joint editing of documents; 
coordinated calendar and scheduling software; 
promoting social engagement through presence, blogs 
and instant messaging; 
enterprise action management, which is tracking out-
standing action points to make it clear to the group who 
should do what next; and
broadening the network through automatic discovery 
services, which scan the organization’s documents and 
e-mail along topic lines to create bridges for communi-
cation between experts.

Sampson, a research analyst with Collaboration Success 
Advisors in Canterbury, New Zealand, adds that the biggest 
change-management challenge CIOs face when introducing 
new collaboration software is “getting collaborative tools 
to map with how people actually work, thus preventing 
them from switching back to earlier toolsets at the first hint 
of difficulty.”

Regardless of how many tools they introduce, CIOs real-
ize they must tread carefully around cultural and security 
issues. In Chicago, for instance, Bhatt said his staff spends 
considerable time addressing security because agencies 
might not want everyone in city government to have access 
to all project documents. “There’s a focus on giving every 
user an ID and password, and allowing groups to restrict 
access to certain documents,” he said.

Bhatt stays abreast of recent developments in enterprise 
collaboration. A recent article about how Procter & Gamble 
uses wiki technology, for instance, intrigued him. But he 
realizes he can’t introduce many technological changes all 
at once. “A big thing here is cultural change,” he said. “City 
employees have lived in a paper world for a long time. We 
like the idea of these new technologies, such as blogs and 
wikis, to help people work in new ways, but it has to happen 
gradually at its own pace.” ¨ 

•

•

•
•
•

•

•

Web 2.0 at the Patent Office
Collaboration technology can help co-workers communicate, but 

it also holds the potential for government agencies to open up their 
processes to the public. 

A pilot project involving the Department of Commerce’s U.S. 
Patent and Trademark Office (USPTO) uses social networking tech-
nology to allow computer technology experts to work together and 
submit comments about “prior art” — information previously avail-
able to the public, and therefore not patentable — relevant to the 
claims of a patent application before a patent examiner reviews it.

Examiners often have a limited amount of time to find and prop-
erly consider the most relevant information, especially in the soft-
ware arena. The goal of the Peer to Patent Project is to use an open 
network to give patent examiners access to better information from 
experts in the field.

The one-year pilot, which began in June 2007, is a joint initiative 
with the Community Patent Review Project, organized by the New 
York Law School’s Institute for Information and Policy.

“This is one of the first projects to apply social networking in 
a government or enterprise context,” said Eric Hestenes, technical 
project leader for the Peer to Patent Project. “Using social networking 
technology to facilitate collaboration is quite unusual.”

The project features many Web 2.0 features, Hestenes said. For 
instance, user profiles and activity levels are available to everyone. 
Using threaded discussion groups, the software is designed to focus 
the community’s attention on the patent’s claims. It uses social 
bookmarks to help research prior art, and the community will assess 
whether the prior art is relevant enough to be forwarded to the 
patent examiner.

“There’s real collaborative problem-solving going on, and 
that makes it very different from people just ranting on a Web site 
or blog,” Hestenes said. “There’s a purpose behind the discussion.”

To assess whether the information from the pilot is valuable, 
the USPTO will withhold the input from examiners until after they 
go through their normal process, then give them the information 
from the pilot and see if it came up with additional information 
they did not find. 

John Doll, commissioner for patents, said the pilot is just one of 
many efforts under way at USPTO to get more public input.

“We are excited to be part of a pioneering effort,” he said. “We’re 
hoping if this is successful that it will spread to other areas, such as 
biotechnology.” If the pilot is deemed successful, it may be turned 
over to USPTO to run, expand and improve. “We would look forward 
to that,” Doll said.

The technology, Hestenes said, could be applied in many other 
situations in government to open up processes. 

“For instance, the Patent Office already has a system whereby 
people can submit prior art, but it is very underutilized,” he noted. 
“A mechanism like this could open the door for collaboration 
and provide an opportunity for government to seek input from 
individuals and businesses impacted by their decisions.”

www.public-cio.com [23] 
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B Y  F R A N K  R U G E  |  I L L U S T R A T I O N  B Y  T O M  M c K E I T H

Latest foundational 
technologies empower 

governments to increase 
collaborative resource-

sharing efforts. Blocks of 
Building

Shared 
In 2004, the autonomous region of Catalonia, Spain, launched an ambitious 

project to transform how it delivered services to citizens. Services from all 

16 government departments, scattered across a patchwork of 270 separate 

networks — often hard to locate — were to be grouped according to user needs.

Technologically the transformation called for upgrading the government’s inter-

nal network to all-Internet protocol (IP) and widespread broadband deployment. 

By replacing numerous public networks with a shared services center, Catalonia 

gave its citizens access to all government departments through a common portal 

using a single telephone number or URL.

Today, Catalonia reports that citizen satisfaction with service speed doubled in six 

months. Project cost savings are $22 million over three years, and the government 

expects a 30 percent reduction in the time it takes constituents to find services.

www.public-cio.com [25] 
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Unlike Catalonia, most government agencies and bureaus 
still maintain their own individual processes, networks and 
information systems to accomplish local tasks. However, 
these governmental IT and communications “silos” have 
created several situations that warrant improvement:

Administering redundant stand-alone systems drives 
up capital and operational costs. The rate of govern-
ment IT budget growth has slowed, so IT departments 
are being asked to do more with less. 
The inefficiency of numerous isolated systems frus-
trates citizens and businesses, who often must contact 
multiple offices to find information or register changes 
to their personal status. 
Maintaining unconnected or out-of-sync public safety 
and central intelligence databases poses societal risks 
because it limits public safety and homeland security 
organization’s ability to correlate cross-agency files 
and information.

Connected Government
Fortunately technology is coming together with government 

programs and policies to transform what were independent 
systems and processes into a more connected government. 
As governments realize the inefficiencies of a segmented and 
isolated organization, policymakers are enacting regulations 
that allow, and sometimes require, government agencies to 
share information and processes across boundaries. 

Simultaneously IP-based shared-services technologies 
have emerged that allow governments to pull together their 

•

•

•

processes and information resources in a collaborative way. 
These technologies, which are now embedded in the basic 
network infrastructure, are:

virtualization;
unified IP communications networks and applications; 
mobile networks and devices; and
overarching security.

Virtualization/service-oriented architecture is at the heart 
of building shared services. Hardware virtualization links 
multiple computing systems and WANs into one large pool of 
resources that an entity can use. Virtualization also logically 
segments user groups across the data center, as well as LANs 
and WANs, so they operate securely across distributed entities 
and departments while maintaining privacy.

In addition to hardware virtualization, service virtualiza-
tion — also called a service-oriented architecture — relies 
on standard software tools and design principles to turn 
individually hosted applications into networkwide services 
that operate independently of user-access devices, local 
computing hardware platforms and operating systems. This 
infrastructure fosters interactive, real-time collaboration 
within and among agencies.

Collaboration/unified communications. Unifying commu-
nications systems by linking applications to one another 
enables the transparent use of processes and resources across 

•
•
•
•

At the Austrian Federal Data Center, the Austrian government 
has implemented a centralized, standard electronic file- and 
record-handling system to enable fast new communications across 
12 ministries. 

On the Books: Electronic Records 

A recent survey of 250 IT government leaders conducted by 
Public CIO showed changes in IT budgets for 2006-2007.

Source: Public CIO magazine, February 2007

20% 
decrease

38% 
no change

Simultaneously IP-based shared-services 
technologies have emerged that allow 
governments to pull together their processes 
and information resources in a collaborative way.

Where’s the Money?
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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

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 ESRI at the 2007 Homeland Security GIS Summit in
Denver, Colorado, November 5–7.  Visit www.esri.com/hssummit.
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systems. It also accelerates communication among employees, 
between employees and citizens, and between agencies with 
public safety or intelligence information to share. 

Unified communications systems include IP telephony 
infrastructure and related conferencing applications, inte-
grated voice and data messaging systems, video-conferencing 
systems, and contact/call centers. They also comprise special 
IP equipment and applications enabling the interoperability 
of wireless radio systems that empower police officers, fire-
fighters and other public safety personnel to communicate 
with one another. 

Collaboration is a large focus area for government CIOs: 
In November 2006, Forrester Research surveyed 64 gov-
ernment technology decision-makers in North America 
to discover where they planned to invest their software 
budgets in 2007. The study found that upgrading e-mail, 
messaging and collaboration systems were the top priority 
for government CIOs. 

Mobile and wireless. Mobility constitutes a significant 
portion of the collaborative, shared-services government 
environment, particularly from a public safety perspective. 
Mobility is delivered by mobile WANs (cellular networks), 
as well as wireless LAN technology used to build mesh 
networks that deliver high-speed mobility (at LAN speeds) 
throughout municipalities. These standards-based networks 
operate with corresponding wireless client devices, such as 
cell phones, tablets, two-way radios and laptops used by 
mobile personnel. 

Typically, however, various public safety radio networks 
run on different frequencies and are not interoperable. So 
when an emergency requires collaboration among the local 
fire and police departments, and state police, to name a few, 
voice and other communications must take place with each 
entity individually. 

Now intelligent IP systems can connect dissimilar radio 
systems at the push of a button. When safety agencies share 
video feeds, building blueprints and hazardous-materials 
databases across disparate radio systems and other public 
safety organizations, agencies can dispatch the appropriate 
personnel and arm them with relevant information about 
the environment they are entering.

IP-based radio intercommunications systems can also 
convert other communications systems — including com-
puters, cell phones and public address systems — into 
ad hoc radios, so key people can be reached during an emer-
gency no matter where they are, and connected to a central 
communications channel. 

These networks support push-to-talk (walkie-talkie) and 
cellular voice capabilities for interactive and broadcast 

communications, and will soon gain data and video func-
tions to further boost public safety efforts. For example, an 
officer with a wireless display could download local maps 
and other data that could be helpful in an emergency. A 
video camera mounted on a fire marshal’s helmet could 
link to local surveillance cameras in a burning building so 
emergency personnel on the scene could see what’s going on 
inside and avoid injury. 

Mobile networks provide other gains to the public safety 
sector. Because emergency responders can file reports elec-
tronically, for example, they can remotely update public 
safety databases in real time and download information 
from the records-management system. This not only saves 
responders time by not having to drive to the station to 
retrieve reports and files, but also keeps the centralized 
information freshly updated for access by other personnel, 
who may be researching cases of their own.

Finally video surveillance can join the government’s IP 
network. Tying the surveillance system into the network 
makes video content accessible from anywhere across the 
network, including mobile security personnel’s PDAs and 
mobile phones. With viewing no longer restricted to banks 
of monitors housed in special rooms, security professionals 
can see what’s happening in multiple places throughout 
an organization. 

Secure Information Sharing. Common applications and 
cross-department computing systems must be wrapped in a 
strong layer of security that allows information to be shared 
among authorized government personnel while protecting 

With a staff of 5,500 police officers serving a population of 1.6 
million, the Kent Police force in the UK wanted to meet the United 
Kingdom’s best-value performance targets, such as improving 
interaction with the community and delivering more value for 
taxpayers’ money. The Kent Police achieved its goals by replacing 
outdated private branch exchange systems in 55 police stations 
with a single IP network running voice, video and data. The depart-
ment immediately reduced communications costs by 30 percent 
and expects a return on investment within four years.

On the Books: Government Case Studies

Tying the surveillance system into the network 
makes video content accessible from anywhere 
across the network, including mobile security 
personnel’s PDAs and mobile phones.
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sensitive data. Sharing information among organizations 
while consolidating government onto a shared infrastruc-
ture appears to pose contradictory objectives to the CIO. 
Fortunately industry partnerships and technology develop-
ments have come together to meet these seemingly opposing 
objectives.

To help foster a highly secure architecture at the comput-
ing, application, storage and network levels, Cisco, EMC, 
and Microsoft announced in July 2007 an alliance and 
related architecture for secure information sharing across 
government boundaries. It’s called the Secure Information 
Sharing Architecture (SISA), and it blends secure-net-
working components, identity management and storage sub
system technology with other off-the-shelf secure components 
to achieve a shared service infrastructure while maintaining 
policy-based security centered on communities of trust. 

SISA’s goal is to break down the barriers at the tradi-
tional organizational and jurisdictional IT infrastructure 
boundaries, while applying policies that achieve informa-
tion security and privacy so sensitive information is better 
protected and can be shared among authorized communities 
more effectively.

Drive Toward Unification
When various arms of a given government intercon-

nect their resources, they can gain interoperability among 
applications, and synchronize their databases and backup 
storage resources. Cross-boundary personnel can then 
access consistent data, see the larger picture and collabo-
rate effectively with their counterparts in other organiza-
tions to improve service levels.

Market research firm Kearney, which recently conducted 
a survey of C-level executives about shared services, esti-
mates that organizations save 20 percent to 50 percent in 
operations costs with shared services. The survey also found 
that shared services improve productivity by 10 percent.

Hard cost savings are only one benefit of shared services. 
It also enables entirely new capabilities that empower gov-
ernment leaders, emergency responders and constituents. 
For example, a single repository of constituent information 
accessible by authorized personnel allows citizens to update 
their information just once, instead of having to contact the 
property tax collector, department of motor vehicles, voter 

registration department, library and so forth. Some coun-
tries, such as the Netherlands, forbid a government organi-
zation to request information from a citizen if that person 
has already provided it to another agency.

Similarly, public safety officials who access consistent, 
updated, real-time information from a single source can 
take appropriate action in emergency situations faster. 
Eventually shared services could allow public health 
officials to monitor confidential data — on pandemics, say 
— found in different government agencies and private-
sector databases. They could then use the shared-services 
infrastructure to coordinate response efforts with both 
government agencies and critical private-sector partners.

Unity Government
Like the private sector, governments are investing in the 

unification of their technology infrastructures both to save 
substantial amounts of money, and improve citizen experi-
ences and interactions. 

Unifying IT and networking infrastructures, and institut-
ing cross-agency collaborative applications in a shared-ser-
vices environment, require a re-engineering of governmental 
back offices into a citizen-centric entity that acts as a single 
enterprise rather than disconnected agencies and bureaus. ¨

Siloed information and communication systems within 
and among individual government agencies and bureaus 
are the status quo today.
Intra-agency collaboration through the use of a unified IP 
network that supports and integrates voice, data and video 
applications.
Integrated remote resources for off-site workers and 
private-sector partners using VPN tunneling for security and 
wireless and mobile networks.
Interagency conferencing and collaboration.
Interagency sharing of infrastructure components, 
such as network capacity, WAN services, disk storage, IP 
telephony resources and computing power.
Fully connected government, including centralized IT 
management and application sharing.

1.

2.

3.

4.
5.

6.

Shared IP Services: Implementation Phases

IP-based shared-services technologies 
have emerged that allow governments to 
pull together their processes and 
information resources in a collaborative way.

www.public-cio.com [29] 
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MASSACHUSETTS WAS SUPPOSED 
TO BE THE FIRST DOMINO. 

In 2005, the state announced a new 
policy stipulating that all files created by 
state agencies be based on formats that 
adhere to open standards so the files 
could be read by any piece of software 
on any piece of hardware, now and in 
the future. Massachusetts selected the 
OpenDocument Format (ODF) for agency-
created files, but the state’s policy left 
room for any other formats that met the 
state’s definition of “open.”

The policy decision made headlines 
around the globe, as pundits breath-
lessly predicted that after Massachusetts 
said “no” to proprietary file formats, 
more states would line up behind the 
state to nix the formats in their own 
government enterprises. 

Effect
Domino

The anticipated 
surge in legislative 
support for the 
OpenDocument 
Format has yet 
to happen.What

B Y  S H A N E  P E T E R S O N   |   A S S O C I A T E  E D I T O R
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Though six other states did start a line 
as legislators introduced bills in 2006 and 
2007 to push state government to open 
formats, the bills didn’t get far, partly 
because of heavy lobbying against them 
by a company that could lose a signifi-
cant revenue stream if the bills passed 
— Microsoft. 

These statehouse skirmishes got lots 
of ink, as news stories detailed lobby-
ists’ apparent victories in quashing the 
bills’ progress in several state legislatures. 
After reading some open-format coverage, 
replete with phrases such as “resounding 
victory” and bills being “shot down,” one 
would be tempted to conclude that the 
war is already won. 

Has the battle to put ODF into play in 
the public sector stalled out, just begun, 
or is it taking the usual time to gain trac-
tion on the political gridiron? The answer 
depends on who you ask.

Building Momentum
Though the bills stalled in state legislatures, sup-

porters expressed confidence in open formats’ future in 
government.

“One year ago, a bill was introduced in just one state, 
Minnesota, during the 2006 legislative sessions,” noted 
Marino Marcich, managing director of the ODF Alliance, 
an organization formed in March 2006 to promote ODF 
adoption. Members of the alliance include local govern-
ments from the United States and abroad, universities and 
IT companies big and small, including IBM, Google and
Sun Microsystems. 

“One year later, five states introduced bills, which really 
exceeded our expectations, and I expect many more bills to 
be introduced in 2008,” Marcich predicted, explaining that 
he’s basing that prediction on the origin of the 2007 crop of 
open-format bills. 

Until now, support for open formats came from the execu-
tive branch or IT officials, but the justification for states 
adopting open formats is now catching the attention of the 
legislative branch.

“The fact that the issue is resonating with legislators is a 
significant development,” he explained. “Some of the legis-
lators had seen what has happened in other states. I think 
they see it as their duty to ensure that public documents are 
accessible now and in the future.”

Legislators are beginning to take respon-
sibility for public access to government 
information contained in public records by 
questioning whether technical restrictions, 
such as proprietary formats, might impede 
that access.

“The fact the legislators have joined the 
fray, and not just the IT departments, really 
underscores the momentum behind open for-
mats. Whether we’re a party to it or not, bills 
will be introduced and the issues discussed,” 
Marcich  said, adding that it would be a topic 
for discussion at the National Conference of 
State Legislatures (NCSL) annual meeting in 
August 2007, which had yet to happen at the 
time he was interviewed. 

“I think that’s an indication that the 
issue, far from going away, is really at the 
— if I put it in baseball terms — we’re prob-
ably in the second or third inning here,” he 
said, adding that he would be presenting at 
the meeting at the NCSL’s request. “I think 

that invitation is a reflection of the growing interest at the 
state level in the bills and the controversy over the bills.”

Marcich and three other presenters, including a state 
representative from Texas who introduced an open-
formats bill in the Texas Legislature, received invitations 
from the National Association of Legislative Information 
Technology (NALIT), a network of legislative IT staff in 
state governments. 

NALIT’s executive committee chose the open-formats 
discussion topic as a way to inform NALIT’s members about 
issues that legislative IT staff confront in their work, said 
Pam Greenberg, who serves as the NCSL’s liaison to NALIT.

Committee members convened the session, Greenberg said, 
to answer questions about the ODF/open source movement 
in general, why it is important to know about ODF/open 
source and whether states should consider adopting ODF as 
a standard. 

Over the Line
Microsoft’s involvement in the issue isn’t about squashing 

open formats, said Stuart McKee, national technology officer 
of Microsoft’s U.S. Public Sector business unit. 

“Governments standing up and saying, ‘We need to 
make sure public records are saved in formats that 
are available to members of the public now and in the 
future, regardless of what programs created those records 
is certainly something government can, and should, do. 

ADDING MEMBERS
The ODF Alliance grew from 36 

initial members to more than 270 
members in 40 countries between 
March and July 2006. The member-
ship list includes local governments 
from the United States and abroad, 
foreign universities, small technol-
ogy companies and a handful of big 
IT companies, such as IBM, Google, 
Sun Microsystems and Unisys.
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Government is the protector of public records,” said 
McKee, former CIO of Washington state. 

“But when governments take a step beyond that, and specific 
formats for public records are mandated by executive order or 
legislation,” he continued, “that’s when we get concerned.”

A decree of a specific format for state files would do 
more harm than good, McKee explained, because such a 
decree ignores the availability of other open formats, such 
as Microsoft’s Open XML and Adobe’s Portable Document 
Format, and will make it more difficult, not less, for public-
sector CIOs to serve their constituencies and manage archived 
documents. 

“An ODF procurement preference would also drive up 
governments’ costs and impede competition and innovation 
in the IT ecosystem,” McKee continued. “Because govern-
ments need different technologies to accomplish various 
tasks, it’s important to foster innovation and choice through 
neutral and competitive procurement policies.”

To date, the only state to specify a file format for state records 
is Massachusetts. McKee said one reason he testified in Texas 
was because of the language of the bill introduced there.

“It was very clear to us that the legislation, as originally 
proposed, would have mandated a particular format, ODF,” 
he explained. 

Like any business that sees a threat from a potential com-
petitor, Microsoft is taking action to protect its position. It’s 
at the juncture of policymaking and cold, hard capitalism 
that the open-format fight gets a little more complicated.

ODF proponents argue that the fight is not about dollars 
and cents; the fight is about government’s right to choose 
formats for government-created documents. In theory, the 
argument is valid. 

ODF detractors counter that the fight is about dollars and 
cents. Desktop productivity suites are a billion-dollar market, 
McKee said, and Microsoft absolutely sees a commercial 
challenge to the Office suite of applications. 

ODF didn’t begin life as ODF, he said, the format is 
based on an XML format created by OpenOffice — itself 
a suite of office applications based on Sun Microsystem’s 
StarOffice. The fact that heavyweights such as IBM and 
Sun consistently back ODF in testimony before state leg-
islatures, he added, highlights the commercial undertones 
to the fight. 

Still, McKee said he believes there’s room for ODF and 
Open XML in the government enterprise, and that there’s no 
reason for both formats not to be used. 

“The reality is that many file formats exist to satisfy the 
incredible diversity of needs in software applications,” he 
said, noting that some document formats present a fixed rep-
resentation of information so that it can’t ever be changed. 

“Other formats are designed to maximize the ability to 
edit documents, and formats for spreadsheets or designing 
page layouts to suit the specific needs of software applica-
tions and systems.

“Since each of these features can be necessary given the 
goals of a specific project, locking in a single file format 
standard simply makes no sense,” McKee said. “Choice 
among overlapping and even competing file format stan-
dards best enables governments to meet their needs, today 
and into the future, and ensures the efficient use of govern-
ment resources and taxpayer monies.”

Thin Testimony
Despite the initial failure of an open-format bill in Texas 

during the 2007 legislative session, state sources said the issue 
is far from settled, and another version of the bill will be intro-
duced at the start of the next legislative session.

Though media coverage painted the bill’s death as a 
Microsoft victory over open formats, the term “victory” 
might be misleading. The bill failed to get enough votes 
for two simple reasons, said Jonathan Mathers, clerk of the 
Texas House of Representatives’ Committee on Government 
Reform, where the bill was heard. 

First, the Texas Department of Information Resources 
(DIR) told committee members that moving Texas to open 
formats wouldn’t necessarily need legislation, Mathers said, 
because the DIR has sufficient statutory authority to orches-
trate such a move. 

Still, Mathers acknowledged the political reality of the 
DIR perhaps wanting specific legislation passed on open 
formats before making a move.

“I understand their concerns,” he said. “They don’t want to 
drastically change the direction of the state’s technology without 
some legislative input. The committee was concerned from a 
practical standpoint — ‘Do we have to pass this bill today? Or 
is this something we can wait on and research?’

“An ODF procurement preference would also drive up 
governments’ costs and impede competition and innovation 
in the IT ecosystem.”  Stuart McKee, national technology officer, U.S. Public Sector business unit, Microsoft
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“The other reason was that both sides had expressed 
points of view and information privately to committee staff 
that they then were unable, or unwilling, to verify in open 
testimony in committee,” he said.

This is where things get interesting. 
Mathers recalled when Melanie Wyne, executive director of 

the Initiative for Software Choice, visited him in committee 
offices to lobby against ODF and informed him that to the 
best of her knowledge, only 27 computers in Massachusetts 
use applications that create files in ODF.

“She got up and she testified to that,” Mathers said. “This 
is where the ODF people I think, unfortunately, get a black 
eye. If you watch the public hearing, you can see me walk off 
the stand a couple of times.

“What I’m doing is going to the ODF people and saying, 
‘OK, would you please come up to the podium and tell the 
committee what you’ve been telling me, which is different 
than what the Initiative for Software Choice is saying,’” 
he recalled. “They were unwilling, or unable, to come to
the podium.” 

In all fairness, he added, the Initiative for Software Choice 
informed him that testimony from the group would be lim-
ited to the 27 computers.

“They got up and that’s all they testified to, and then they 
stepped down,” he said.

Though it’s certainly not the first time a committee has 
seen a source suddenly decide to not testify under oath, 
Mathers said committee members grew cautious in this 
circumstance because they didn’t believe they had enough 
information to make a sound policy decision.

“This is not the first time this has happened, but it is rare,” 
Mathers said. “It’s a quick way to kill a bill. Most lobbyists 
and public-interest groups know that, especially in Texas, if 
you don’t want to wait another two years, you pretty much 
come with full disclosure.”

Marcich noted that Massachusetts officials would have 
been the only people who could verify this statement, and 
they weren’t in the room. “That being said, there is a simple 
response to this claim,” he said. “The commonwealth’s pol-
icy was to implement ODF using Sun translator technology 

plugged in to Microsoft Office in a group of early adopter 
agencies. So the policy was to implement ODF though the 
plug-in, not through ODF supporting applications.”

Second Time Around
Texas State Rep. Marc Veasey introduced the original bill, 

HB 1794, which landed in the Committee on Government 
Reform. Because of the limited testimony before the committee, 
the bill lacked sufficient votes to make it out of committee 
and proceed to a vote on the House floor.

Mathers said he expects the committee to give its staff an 
“interim charge” to research the open-formats issue, among 
other issues of interest to the committee. Because Texas’ 
Legislature meets only in odd-number years, and in 140-day 
sessions, the committee won’t meet again until January 2009.

This gives staff 18 months to conduct research on interim 
charges, Mathers explained, and committee staff will release 
a report containing a chapter on open formats in late 2008. 

“We’re already beginning to research the issue,” he said, 
adding that he would attend the session on open formats 
at NCSL’s annual meeting, and speak to the Massachusetts 
CIO and other government officials. “It’s not that the com-
mittee didn’t feel that is an important issue, and it’s not that 
Microsoft somehow got one over on the opponent and was 
able to rip the rug from under IBM and Sun Microsystems.”

Mathers said he believes Veasey’s office will refile the 
bill during the next legislative session, and when that 
happens, the committee will be fully prepared to discuss 
the bill’s merits. 

When it comes to shepherding bills dealing with compli-
cated issues through the legislative process, success is some-
times measured in baby steps — steps that might require 
years to take. Such is the case in Minnesota. 

Minnesota State Rep. Paul Thissen introduced an open-
formats bill in early 2006, but the bill didn’t get passed out 
of committee. Thissen said at the time that he wasn’t disap-
pointed by the bill not passing go.

Part of the plan was to get the idea out there and circulat-
ing, he told Government Technology in a 2006 interview: “It 
usually takes a little time for these things to germinate and 

“The fact that the [ODF] issue is resonating with legislators 
is a significant development. Some of the legislators had 
seen what has happened in other states. I think they 
see it as their duty to ensure that public documents are 
accessible now and in the future.”  Marino Marcich, managing director, OpenDocument Format Alliance
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come to fruition. Next year, we’ll make a much bigger effort, 
and we’ll try to educate folks during the off session here.”

Thissen did try again in 2007. His bill made it past a House 
committee vote, was referred to the state Senate for additional 
committee hearings and landed in the Finance Committee. 

Luckily for Thissen, the chair of the Finance Committee, 
State Sen. Don Betzold, isn’t a stranger to the open-formats 
issue. Betzold introduced his own open-formats bill, very simi-
lar to Thissen’s, in the Senate. Because the legislators sponsored 
essentially the same bill, the bills were merged.

Though the bill’s future suddenly appeared brighter, 
clouds gathered, and the open-format “bill” that emerged 
from the legislative process was a much-thinned version of 
the original. 

As committee discussions proceeded on the new open-
formats bill, Thissen recalled, it became clear that the two 
legislators were not in a position to force the state’s Office 
of Enterprise Technology (OET) to begin a conversion to 
open formats. 

“The [OET] was very resistant to having the Legislature 
impose a particular course of conduct on it,” Thissen said. 
“They want to have the flexibility to decide what’s best for 
the agency, from their perspective.”

Through the committee discussions, Thissen and Betzold 
settled on a compromise “study bill” that turned into Section 
77 of the state’s omnibus budget bill. Under the terms of 
the section, the CIO, in consultation with the 
state archivist and legislative reference librar-
ian, “shall study how electronic documents and 
the mechanisms and processes for accessing and 
reading electronic data can be created, main-
tained, exchanged and preserved by the state in a 
manner that encourages appropriate government 
control, access, choice and interoperability.”

The CIO will have to report the study’s results 
to the Legislature in January 2008, and the study 
will examine other governments’ open-formats 
policies, state archives’ management guidelines 
pertaining to electronic documents, public access 
to information, electronic documents’ expected 
storage life, implementation costs for software 
capable of reading and creating documents 
based on open formats, and potential savings 
from using such software. 

Section 77 also directs the CIO to seek 
comments from government entities, such as 
Minnesota State Services for the Blind, the 
legislative auditor, attorney general and state 
librarians, as well as outside groups, such as the 

Minnesota Historical Society, other historians, the media and 
members of the public.

Open Question Still Open
In July, Massachusetts released a draft of a new policy that 

would support Microsoft’s Office Open XML (OOXML) as a 
document format for the government’s agencies. The about-
face by the state infuriated ODF supporters, pleased backers 
of OOXML and left unclear the question of whether state 
governments are the right environment for settling these 
kinds of arguments.

Former Massachusetts CIO Peter Quinn launched the ODF 
debate several years ago in large part because he believed 
technology costs for government had become unsustainable. 
Unfortunately government — with its unique blend of poli-
tics, special interest groups and the media — turned Quinn’s 
idealistic initiative into a raw battle that quickly claimed the 
CIO as its first victim. As a result, most CIOs have steered 
clear of the controversy, despite the ongoing legislative 
efforts in Texas, Minnesota and a handful of other states.

Meanwhile, CIOs in federal government have just begun to 
explore open-document formats. As is often the case in other 
areas of IT, the federal sector has moved more slowly than the 
states as far as adopting open formats. Some have suggested 
that a coordinated effort between different levels of govern-
ment to adopt open formats could strengthen the movement. 

Yet no group has stepped forward to 
initiate such a collaboration.

However, others wonder if organiza-
tions, such as the ODF Alliance, are 
wasting their time trying to move their 
agenda forward through government. 
As technology analyst Jim Rapoza put 
it in an Aug. 27, 2007, article published 
in eWeek, “Governments are typically 
not the place one expects to see ground-
breaking uses of new technologies. 
But if that’s the case, why do open-
standards bodies work so hard to woo 
governments?”

Whatever their reason, the tug of war 
between opponents and proponents of 
ODF continues in state legislatures. 
Because open, accessible documents 
and records is a fundamental under-
pinning of democracy, the issue of what 
is open and what is not, will continue to 
resonate in the halls of government. ¨

www.public-cio.com [35] 

ON THE BANDWAGON
Open-format legislation was 
introduced in the following state 
legislatures this year: 
•  Texas  •  California
•  Minnesota •  New York
•  Oregon  •  Florida
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B Y  C H A N D L E R  H A R R I S

Educating
As state education CIOs grapple with building 
statewide data tracking systems for students, 
one state has succeeded.

FLORIDA IS A PIONEER in data collection, especially in tracking students 
through their academic careers. The Sunshine State deployed the most 
comprehensive data warehouse and student database in the country. Florida 
was the first, and is currently the only, state in the nation to be recognized by the 
Data Quality Campaign (DQC) for meeting the 10 elements necessary to build a 
longitudinal data system — a key indicator for meeting the requirements of the 
No Child Left Behind (NCLB) Act, which became a federal law in 2002.
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“Florida has one of the oldest systems, and they’ve done 
an incredible job of staying on top of technology and work-
ing with state legislators to make them understand the 
impact and value of data so they can actually support sys-
tems and use data in decisions,” said Nancy Smith, deputy 
director of the DQC, a nonprofit organization that aims 
to improve the collection and use of data in education to 
improve student achievement. 

Going Longitudinal
The DQC’s goal is to help every state institute a lon-

gitudinal data system by 2009 and change data use in 
education. Although not required by federal law, longi-
tudinal data systems can track student information from 
pre-kindergarten through postsecondary schools, giving 
states the ability — technologically — to meet federal data 
requirements.

“The federal government never tells a state and there’s 
nothing explicitly in NCLB that says states need this longitu-
dinal data system, but to meet their reporting requirements, 
you really pretty much have to,” Smith said. “NCLB was 
definitely the impetus for a lot of states to move forward with 
building these student-level longitudinal data systems.”  

Not only do longitudinal data systems help bring states 
into compliance with the NCLB, these data systems can 
improve student achievement by informing and improving 
public education. Longitudinal data systems allow states 
and school districts to follow students’ academic progress 
throughout their academic career, determine the effective-
ness of specific schools and programs, identify high-per-
forming schools so that educators and the public can learn 
from best practices, evaluate the effect of teacher prepara-
tion and training programs on student achievement, and 

focus school systems to a higher percentage of students to 
succeed in rigorous high-school courses, college and the 
work force, according to the DQC.

Florida has had a long history of data collection, with 
the Florida Legislature supportive of implementing and 
enhancing statewide student longitudinal data systems. 
Currently every legislative budget in Florida requires a 
certain portion of funding allocated to school districts to 
be used for data and information services. 

Florida began collecting student-level data in 1986 
through the Florida Information Resource Network. The 
network allowed the Florida Department of Education 
(FDOE) to compare student data with aggregate data col-
lected in summary reports. In 1988, the state began man-
aging transcripts using a computer system that, by 2001, 
contained more than 900,000 electronic transcripts. By 
1994, Florida was using the most progressive, comprehen-
sive and efficient systems for transferring student records 
in the nation, according to the DQC.  

In 1998, Florida implemented the A+ Plan, which estab-
lished comprehensive school assessments and demanded 
new levels of accountability. Under the plan, schools 
receive grades from A to F, which are sent home to parents, 
published as “report cards” on the FDOE Web site and 
publicized in the media. 

When the plan was first implemented, the FDOE real-
ized it would need to increase what had already been 
prolific data collection and management of that data. The 

Data Warehouse Issues

A total of 27 states have data warehouses for tracking 
students’ academic achievements from year to year, according 
to the National Center on Education Accountability.

But states have struggled with computerizing school 
records, with some systems unable to function as originally 
designed, and with many others costing far more than 
estimated, according to The New York Times. For example, a 
statewide system in North Carolina saw its costs rise to $250 
million, while in Idaho a private foundation spent $21 million 
on a public school data system, only to pull out of the project 
when completion costs were expected to hit $180 million, 
reported the Times in an article published on May 15, 2006.

Problems ranged from mission creep and software bugs 
to difficulties in collecting and analyzing student data. In 
some states, teachers rebelled against using the new systems 
because of clumsy and complicated interfaces and sign-on 
requirements.

Maine officials told the Times they had spent five years and 
$5 million building a system that still had numerous problems.

[38]
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FDOE soon garnered funding to build a data warehouse 
that would unify all state school level data in three years. 

In 2003, the Florida K-20 educational data warehouse 
(EDW) was deployed as a single repository of integrated data 
from 26 state-level source systems. The system links data by 
Social Security numbers, and tracks the individual progres-
sion of students and teachers throughout their academic 
careers, including demographics, enrollment, course comple-
tion, assessment results, financial aid and employment. 

ARMed for Organization
The Florida EDW is managed and maintained by the 

Division of Accountability, Research and Measurement 
(ARM), a “PK-20” umbrella organization covering the 
management of school processes and information resources 
from pre-kindergarten to postsecondary schools. 

“(ARM), from an organizational standpoint, does a lot 
to coordinate things like definitions, business rules about 
how we coordinate data over time, how we look at things 
even on an annual basis, and really gives us the ability to 
do some things that in most states run into organizational 
barriers,” said Jay Pfeiffer, ARM’s deputy commissioner.

ARM collects and analyzes data for five organiza-
tional areas:
· The PK-12 student and staff database, which includes 

identifiable student and staff data for the Florida public 
school system, such as demographic information, socio-
economic information, and a course code information 
and directory. 

· The adult career and technical education and com-
munity college data system, which maintains the same 
information as the PK-12 database but for higher-level 
education data. These two units work with school dis-
tricts, community colleges, vocational tech centers and 
various adult education venues to collect, process, edit 
and handle student data several times a year when data 
is collected.

· The FDOE’s Assessment and School Performance entity 
oversees the statewide school testing programs, and 
tracks test scores for federal and state compliance. 

· The Florida Education and Training Placement 
Information program tracks students’ post-school 
progress in Florida, including university placement, 
employment, incarceration and welfare statistics. The 
data is used not only for educational purposes, but 
also for state social programs. “We actually follow up 
on everybody who comes out of the Florida educational 
system, whether they drop out of high school, whether 
they graduate from a university with a Ph.D.; we know 
what happens to people in terms of getting employ-
ment and what their earnings look like,” Pfeiffer said. 

· The EDW gathers data from student identification num-
bers, which are individual Social Security numbers. 
An important impetus for developing the EDW was 

the desire to consolidate state and federal reporting for 
Florida schools, rather than having multiple schools 
issue reports from multiple disparate reporting systems, 
Pfeiffer explained. 

www.public-cio.com [39] 

“NCLB was definitely the 
impetus for a lot of states to 
move forward with building 
these student-level longitudinal 
data systems.” 

Nancy Smith, deputy director, 
Data Quality Campaign
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Rogue consumer technology
   is crippling the enterprise.
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W ITH ALL THE PROBLEMS CIOs FACE, along 
comes one that could be truly disruptive. 
According to a recent report from the Yankee 

Group, “consumerization threatens to shake a funda-
mental tenet of technology: central control.” The report, 
Zen and the Art of Rogue Employee Management, is 
written by Josh Holbrook and was released by the 
Yankee Group in July.

Rogue employees with consumer technology and 
devices that enhance productivity — and balance 
work and family life — are inserting them into the 
organizational IT enterprise. The problems range from 
simple — business cell phones used for personal calls 
— to more aggressive — instant messaging software, 
Web-based phone services such as Skype, as well as 
cheap BlackBerry devices, applications and services 
that employees purchase through consumer channels, 
but then use for business purposes.

Yankee Group’s research found that employees feel 
“empowered to introduce consumer services into the 
workplace, and they are making liberal use of the 
opportunity.” A survey found that 31 percent of users 
feel they have complete control as far as adding desktop 
applications. Only 13 percent said their IT department 
has complete control over the situation.

The trend appears to be growing, and could disrupt 
IT if not brought under control. “Consumerization 
creates a new burden that can potentially cripple 
already fragile IT organizations,” Holbrook writes. 
“IT departments struggle to support and maintain an 
increasingly complex IT environment. Supporting and 
monitoring, or identifying and eliminating, consumer 
services and devices in the corporate environment will 
push IT departments over the brink.”

in Your IT Department?
ZenNeedB Y  T O D  N E W C O M B E

The Rogue Employee Problem
More than ever, employees are installing their own consumer 
applications on work PCs.

Source: Yankee Group Anywhere Enterprise — Large: 2007 U.S. Mobile Professional Blended Lifestyle Survey
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The problem is that while 50 percent of CIOs and their 
IT departments want to spend more time optimizing IT, 
25 percent actually spend far less time on this important 
strategy. Instead, CIOs and their staff spend more time 
maintaining the IT environment than any other activity, 
according to Holbrook.

The report contends that introducing consumer tech-
nology into the workplace will only make a compli-
cated situation worse. At the same time, companies 
such as Google and Skype are innovating their 
consumer products and introducing services that “increas-
ingly expose the corporation to greater integration and 
security threats.”

The response of CIOs to this growing trend comes in 
three forms:

Seek and destroy. The easiest reaction is to slap an 
outright ban on devices, such as USB thumb drives. 
But like Prohibition, bans are doomed to fail.
Solicit and support. Instead of banning, some IT 
departments try to embrace early adopters who bring 
consumer IT into the workplace. But this approach 
is also doomed to fail because IT staff will face a 
“torrent of support calls.”
Acknowledge and ignore. This is the most widely 
adopted approach and possibly the most disruptive, 
according to the report.

But there is a fourth way, according to Holbrook. Deal 
with the problem by taking a “Zen-like acceptance of 
consumerization. In this model, end-users are not left to 
fend for themselves, but rather are provided tools by IT 
that strike a balance between end-user and IT-supported 
applications and devices.”

•

•

•

The basic tenets of the Zen approach include:
don’t dictate policy and enforce standards;
set guidelines and steer users in the “right” direction;
let the students become the teachers; and
use tools, such as social networks, wikis, blogs and 
tagging.

The result can be an environment where workers self-
service their needs or support their colleagues, rather than 
put the expectations and responsibilities solely on the 
IT department. Not only can self-service save IT sanity, 
but also time and money for the organization. Examples 
cited include how an organization enabled employees and 
managers to do “virtually everything related to human 
resources on a self-service basis.”

Private-sector companies that use a Zen approach 
include Verizon and IBM. In 2006, the phone service giant 
was to get 90 percent of its customers to self-install DSL 
additions, saving the company more than $324 million. 
At Big Blue, the company's 310,000 employees embraced 
IBM's social networking platform rather than using rogue 
versions of the popular software. 

But self-service programs require good planning, other-
wise the utilization of self-service tools — so-called “care 
co-op tools” — can be low, minimizing their impact on the 
organization. Another issue with running a self-service 
environment for employees is security. The best policy and 
approach require a mix of good rules and flexibility.

So how much of the Zen approach would work in gov-
ernment? Holbrook points out that many governments are 
hypersensitive about controlling their IT environment, 
adding that self-service and community-based applica-
tions are a radical change for many organizations.

Overall, the adoption of Zen techniques in government 
IT may take a while.¨

•
•
•
•

The Art of Zen Saves Money
Self-service — the central core of Zen IT management — can result in 
tangible cost savings.

Source: Yankee Group, 2007

Rogue Workers Need Some Zen
By taking a Zen approach — set guidelines; let students become 
teachers — CIOs can manage disruptions brought on by consumer 
desktop applications.

Source: Yankee Group, 2007
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“We basically built our data systems around the idea 
that not only does it provide auditable resources for 
funding,” he said, “but it also provides a means for 
Florida to do reporting for No Child Left Behind, the 
Carl Perkins Act and the Higher Education Act.”  

As the EDW became a reliable source of data integration 
and reporting, ARM began to notice how a data warehouse 
can track students’ progress from education to professional 
careers. Tracking student performance from high school 
through college can assist high schools in building their 
curriculum to prepare students for college and the work 
force, and is one of the 10 requirements essential to build-
ing a longitudinal data system by the DQC. 

“There began to be a pretty natural question about what 
happens to people over time, what kinds of things lead to 
student successes, what are the employment results, what are 
the characteristics of the educational system that make that 
happen, what are the best practices from a programmatic 
standpoint by looking at data longitudinally,” Pfeiffer said. 

The chief technology officer of the FDOE, Ron Lauver, 
played a supportive role in the technological process of 
Florida’s data systems. He helped Florida build its longi-
tudinal systems, including the EDW, from the ground up, 
choosing to use pre-existing technological foundations to 
build a system tailored to the state, he said.

“The approach Florida took was really important,” 
Lauver said. “We had to do the development here. It wasn’t 
something we could purchase, especially since we were 
out in front of the pack. There’s nobody out there with 
anything, and if there is, chances are things will be done 
substantially different.” 

Innovation Goes On
Florida continues its forward push for innovative edu-

cational data systems. Sunshine Connections is a five-year 

partnership with Microsoft to provide a Web-based portal 
of resources for educators, including interactive classroom 
management tools, student performance data, collabora-
tion and communications with other teachers. Florida also 
recently implemented Choices, which offers student educa-
tional planning and goals. 

It’s very important to track data at the student level and 
share the information within the state and ideally across 
the state, Smith said, adding that the DQC believes that 
information resources can change the culture and value 
of education. 

Although Florida might be ahead of the educational 
curve in many instances, education officials realize more 
work lies ahead. 

“When you build these systems, you don’t get to kick 
your feet back and say, ‘Well, we built it, and we’re done’ 
when you’ve actually got something in place,” Pfeiffer 
said. “It’s constant. It never ends. The technology issues 
you have do deal with — assuring elected officials that 
what you have is for public benefit, trying to get the rust 
off the old techniques and technologies, and dealing with 
issues concerning the confidentiality of data — are daily 
concerns. These are not things that go away.” ¨

Essentials for a Longitudinal Data System:

· a unique student identifier that connects student data 
across key databases across years;

· student-level enrollment, demographic and program 
participation information; 

· the ability to match individual students’ test records from 
year to year to measure academic growth;

· information on untested students and the reason they 
were not tested;

· a teacher identifier system with the ability to match 
teachers and students;

· student-level transcript information, including information 
on courses completed and grades earned;

· student-level college readiness test scores;

· student-level graduation and dropout data;

· the ability to match student records between the pre-K-12 
and higher-education systems; and

· a state data audit system assessing data quality, validity 
and reliability.

“We actually follow up on everybody 
who comes out of the Florida educational 
system, whether they drop out of high 
school, whether they graduate from a 
university with a Ph.D.” 

Jay Pfeiffer, deputy commissioner, Research and Management, 
Florida Division of Accountability 
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In today’s heterogeneous and global IT marketplace, 
interoperability — the ability of diverse IT applications 
or systems to exchange and use information — is increas-
ingly important from a product perspective, with govern-
ment customers considering it almost as critical as security 
and reliability. Public CIOs deploy heterogeneous systems 
that include products from multiple vendors, and want to 
see these systems work together in a cost-effective way. 
Fortunately now more than ever, the global IT industry as a 
whole is operating at a high level of technical interoperabil-
ity, and is responding to market and customer needs.  

Interoperable by Design
Software that’s interoperable by design means it’s created 

with built-in interoperability-enhancing components and 
features, thereby reducing the need down the road for costly 
custom development, consulting services, and cumbersome 
testing and certification to achieve interoperability.  

For example, under the 1985 Schengen Agreement, 
participating European nations allow open borders, and 
share visa and law enforcement data. The goal is to sup-
port a freer internal market by enabling law-abiding 
citizens to seamlessly cross from one country to another, 
while empowering law enforcement to pursue suspects and 

criminals across borders. Under Schengen, each nation 
builds and maintains its own IT system, but that system 
must also communicate with other national systems and a 
centralized database. In June 2006, work began on building 
an interoperable technology platform for the next-genera-
tion information systems for European border control and 
visa management.  

Several companies — including Unisys and Microsoft, 
which formed a partnership as a result of Schengen —
provide the software building blocks that will enable 
participating countries to implement the second genera-
tion of Europe’s Visa Information System and Schengen 
Information System. This technology will aid in the creation 
of highly secure, reliable and flexible solutions that can be 
cost-effectively replicated from nation to nation, with assis-
tance from local IT partners.

Design and development efforts supporting the Schengen 
Agreement aren’t unique, however. Collaboration taking 
place within the Interoperability Executive Customer 
Council (consisting of Microsoft’s 30 largest global customers 
and company executives, including CEO Steve Ballmer 
and Chairman Bill Gates) is another example of broad-
based cooperation between a vendor and its customers. The 
Interop Vendor Alliance — an international consortium of 
more than 25 vendors — works to identify customer interop-
erability challenges, then solve and document solutions. IT 
vendors continue to work with governments on programs, 
such as the Government Interoperability Initiative and 
Solution Sharing Network, to provide tools and resources 
to governments as they develop interoperable solutions. 

Brewing Debate
One area in which interoperability is playing out on the 

global stage today is in the realm of standards. Recently 
policymakers in several European Union countries and 
the United States have begun to look at technology issues 
that impact how government works and serves citizens via 
improved e-government systems. 

Policymakers are focused on ensuring the effective use 
of technology, including creating, using and archiving 
government documents. Governments worldwide asked 

By Stuart McKee

Translating Interoperability
A global debate brews over IT standards.

G L O B A L L Y  S P E A K I N G

PCIO10_44.indd   44PCIO10_44.indd   44 9/27/07   12:29:33 PM9/27/07   12:29:33 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



the software industry to help them improve the way they 
access, use and preserve information across a spectrum of 
document types and formats.  

Today a debate brews over standards and file formats, 
namely Open XML and OpenDocument Format (ODF). 
Open XML document file format promotes customer choice 
and technical innovation versus having a single file format. 
There are many choices among file format standards, and 
limiting customer choice to only ODF would impede CIOs 
from effectively serving their citizens, picking the best 
technology for a specific need and managing archived docu-
ments. An ODF procurement preference would also drive up 
governments’ costs, and more broadly, chill competition and 
innovation in the IT ecosystem. (See What Domino Effect? 
page 28, for more on this issue.)

Because governments need different technologies to 
accomplish various tasks (and because many public CIOs 
already face challenges associated with the deployment 
of legacy systems from multiple vendors), it’s important to 
foster innovation and choice through neutral and competi-
tive procurement policies.  

While preaching “openness” and support for standards, 
industry proponents of ODF often try to advance narrow 
corporate agendas that favor their own offerings and busi-
ness models. In many cases, the tactic they use is to attack 
competitive offerings and technologies as “closed” or insuf-
ficiently “open” to see if they can draw support for under-
mining the intellectual property rights of companies that 
are having success with customers. Simultaneously they 
vigilantly protect their own intellectual property rights in 
areas that receive less scrutiny. The motive here is purely a 
commercial one: an opportunity to sell competitive products 
or consulting services to governments around the world. 
At the same time, the two formats — Open XML and ODF 
— are being bridged through the use of translators and 
converters, further promoting interoperability.  

Fortunately policymakers are increasingly asking ques-
tions about the motives of these companies and their advo-
cacy groups. Ultimately customers should decide what they 
value most. Public policy should reflect the need to promote 
innovation broadly and avoid favoring one business model 
or a narrow segment of the market.  

Incredible Diversity
Should policymakers then create a preference for one stan-

dard versus another?  In short, the answer is no. Government 
wouldn’t mandate a single vehicle for all government needs: 
Heavy trucks, snowplows, passenger vehicles, buses and so 
on all play different necessary roles in government services. 

The same is true with file formats. The reality is that many 
file formats exist to satisfy the incredible diverse needs in 
software applications. Some document formats are optimized 
to present a fixed representation of information so that it 
cannot be changed, ever. 

Editable document formats are designed to maximize 
editability. Other formats, like spreadsheets or page layout 
formats, are designed to suit the specific needs of software 
applications and systems. Since each of these features can 
be necessary given the goals of a specific project, locking in 
a single file format standard simply makes no sense. Choice 
among overlapping and even competing file format standards 
best enable governments to meet their needs, today and into 
the future, and ensure efficient use of government resources 
and taxpayer monies.

Customers want to see innovation in the products and 
services that vendors offer, including interoperability-related 
technologies. Thus, whether it’s sharing data between appli-
cations written in different programming languages, or trying 
to log on across multiple systems, the challenge is to enable 
technologies to work together without compromising their 
distinctive underlying capabilities or inhibiting improve-
ments over time. ¨

www.public-cio.com [¾45] 

Implementing countries
 

Members implementing from Dec. 31, 2007, for overland borders, 
and March 29, 2008, for seaports and airports

Members that have not yet implemented

Implementing through partnership with a signatory state 

Expressed interest in joining

This map shows the Schengen Agreement’s member nations, each of 
which is either in various stages of building interoperable systems that share 
data on travelers’ visas, or interested in joining the agreement.    
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Who’s the best at customer service? This question is asked 
often in the business world primarily because many company 
philosophies are based on how well they serve and retain 

customers, and how well they keep their profits flowing. Knowing who’s 
the best and how they do it is highly sought-after information.

Until recently, customer service had less priority in government — no 
one attempted to rank the best or learn how to best serve citizens. This 
isn’t the case today, however. Citizen-centricity is the new mantra, and 
the public sector is plowing huge investments of time, labor and taxpayer 
money into the issue.

And the stakes couldn’t be higher. Citizen demand for quality services 
is at an all-time high, and willingness to pay for these services through 
taxes and fees is dropping. At the same time, citizen trust in government 
continues to erode.

For nearly a decade, Accenture has tracked government customer ser-
vice around the globe and ranked the top performers. The company found 
four pillars to quality public-sector customer service:

a citizen-centered perspective in which “necessary” information is 
organized around the citizen;
cohesive multichannel services that are fast, efficient and convenient 
regardless of the chosen channel;
fluid cross-government service at the local, regional and national 
levels, in turn providing integrated services; and
proactive communication and education, which ensures that citizens 
are well informed about government services.

•

•

•

•

Once an afterthought, government 
customer service is now closely 
watched around the globe.

E D I T E D  B Y  T O D  N E W C O M B E

Governm e
Customer Service,

[46]
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ment Style
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The Best of the Best
Accenture’s newest report on serving citizens, Leadership 

in Customer Service: Delivering on the Promise, ranks 22 
countries based on scores taken from three components: ser-
vice maturity, customer service maturity and citizen voice.

Service maturity measures the level to which a government 
has developed an online presence; customer service maturity 
measures the extent to which government agencies manage 
interactions with their customers (citizens and businesses) in 
an integrated way; and citizen voice is based on results from 
surveys that measure citizen feedback based on the quality of 
digital government service delivery.

At the top of the ranking is Singapore, a city-nation in 
Southeast Asia with a population of 4.5 million living in 
a land area of only 683 square km. Singapore’s innova-
tive customer-centric vision and entrepreneurial attitude 
— backed by an aggressive approach to implementation 
— has made it a leader in government customer service, 
according to Accenture.

Singapore launched “infocomm” — a master plan that 
includes spending $2 billion over five years to raise the 
level of public service specifically through the use of IT. 
The country’s national portal, MyeCitizen, offers both 
public- and private-sector services, including 30 government
agencies. The city-state ranks high for its multichannel 
integration, including at least 300 government services 
accessible via mobile networks.

Canada, which ranks second in the survey, continues its 
role as a national leader in digital government. Our neighbor 
to the north was cited for having “one of the most far-
reaching and inspirational visions of truly citizen-centric 

customer service in the world.” In 2006, Canada concluded 
two high-profile projects: Government On-Line and the 
Service Improvement Initiative, both aimed at transform-
ing the way it delivers programs and services, as well as 
streamlining and standardizing business processes.

But according to Accenture, if Canada has the vision, it 
lacks follow-through in terms of implementation, hence 
its No. 2 ranking. The report provided little in the way of 
specific achievements over the previous 12 months, instead 
focusing on Canada’s efforts to promote shared services, 
improve management and accountability of services, and 
strengthen its network and security infrastructure.

The United States — ranked No. 3 by Accenture — has 
made enterprise architecture and shared services much of its 
focus in recent years. These goals are laudable and begin-
ning to achieve some payback. When it comes to customer 
service, however, accomplishment levels vary. For example, 
the IRS received high marks for its customer-friendly Web 
site. And the General Services Administration launched 
USAgov (formerly firstgov.gov), a multichannel service to 
provide citizens with information about and from all levels 
of government. 

However, as Accenture points out, other countries have 
already been doing the same for some time, only better. 
Meanwhile, federal agencies continue to offer their own 

Until recently, customer service had less priority in 
government. There was no attempt to rank the best 
or learn the secrets of how to best serve citizens.

At the top of the ranking is Singapore, a city-nation in Southeast Asia 
with a population of 4.5 million living in a land area of only 683 square km.
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versions of citizen contact centers with varying degrees of  
consistency. As a result, citizens believe the federal govern-
ment’s customer service isn’t improving over time. Where the 
feds score high, however, is with cross-government collabo-
ration, particularly in shared services regarding payroll.

The small country of Denmark, with a population of 
5.46 million, is ranked slightly behind the United States. 
The Danish government has undergone numerous public-
sector reforms that brought significant change, including 
a reduction in the number of municipal governments from 
271 to 98, and the merger of 14 counties into five regions.

The goal is to simplify government in the Scandinavian 
country and make the public sector more efficient. It has 
also led to the creation, which is still ongoing, of customer 
service centers that will bring government closer to citizens 
and businesses.

Though all the reshuffling hasn’t yet created the level of col-
laborative services expected, the work continues. The country 

has a national portal that offers more than 600 self-access 
services, some of which are only accessible electronically. 

Sweden, another Scandinavian country — with a popula-
tion of 9 million — but large in size at 410,934 square km 
— has also proven adept at customer service, ranked at fifth 
overall. Sweden is pushing the envelope for electronic service 
delivery by setting targets and incentives to get the govern-
ment’s highly decentralized agencies to use IT more broadly.

While the Swedish government doesn’t have plans to build 
a national call center, it’s looking at ways to strengthen 
cross-government collaboration. For example, the country’s 
Healthcare Information Service has partnered with a large 
pharmacy chain and several local governments to give free 
medical advice over the phone or via the Internet.

The Internet and landline channels are the Swedes’ pre-
ferred methods for communicating with their government, 
as usage of walk-in centers has dropped dramatically over 
the past year.

Mature Moves
Ranking six through 10, respectively, are Norway, Finland, 

Australia, the United Kingdom and Japan. Interestingly the 
European powerhouses of Germany at 15th and France at 
17th continue to lag. For Germany, a lack of improvement 
in customer satisfaction and overall service makes it one 
of the worst-performing European countries measured by
the survey. Only Spain is ranked as low.

So how does Germany, France or any government move 
up the customer service maturity ladder? It takes a cus-
tomer-centric vision, an enabling infrastructure and a 
high-performing work force to get started, according to 
Accenture. Start with pilot approaches, learn from the 
results, and then scale the processes and solution rather 
than wait and go full bore. 

“Governments should put a reasonable amount of effort 
into developing a vision, but they should also set param-
eters around the time it takes to do it,” according to the 
report. “Rather than spending endless cycles striving for 
perfection, governments should not be uncomfortable 
starting with a good enough vision and refining as they go. 
A tentative wait and see attitude will manifest itself very 
quickly in citizens’ disappointment: Their expectations are 
accelerating, and no progress is akin to falling behind.” ¨

Start with pilot approaches, learn from the results, 
and then scale the processes and solution rather than 
wait and go full bore.

Step 1 Refine your customer service segment groups.

Develop an operating model that balances the 
customer experience with cost to serve.

Use a more refined view of the customer to 
develop the channel strategies (including self-service 
offerings) that make the most sense for citizens 
and governments.

Define the processes and workflows needed to reach 
the vision.

Don’t wait to get started putting them in place.

Take advantage of service-oriented architectures and 
shared services as flexible solutions to disparities in 
government infrastructures.

Diagnose your existing work force situation and 
identify and build critical skills to fill the gaps.

Enable on-the-job support to improve performance 
and build a culture of collaboration.

Retain top performers and motivate employees 
to maintain service levels and organizational 
performance.

Source: Accenture

Step 2

Step 3

Step 4

Step 5

Step 6

Step 7

Step 8

Step 9

Build the high-performing work force that can drive the vision through 
to fulfillment.

Nine Steps to Building Valuable Customer Service:

Build an actionable citizen-centric service vision.
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I recently taught a performance measurement class to 
city and county officials, during which I imparted a key 
lesson: Measuring performance in public service delivery 
isn’t the same as managing performance. The former wields 
the yardstick periodically; the latter strives to align people, 
processes and technology to improve service delivery and 
customer satisfaction, and attain results.

Recent public opinion polls highlight the continuing 
erosion of citizen confidence in elected officials and public 
institutions. This isn’t a new condition caused by problems 
in Iraq, New Orleans or K-12 education. 

In The Price of Government: Getting the Results We Need 
in an Age of Permanent Fiscal Crisis, authors David Osborne 
and Peter Hutchinson argue that the U.S. has been at war 
with the public sector since the Proposition 13 tax revolt 
began in California in June 1977. What’s new and troubling 
is how far civic institutions have sunk in the public eye. 

To respond to the citizen confidence challenge, start with 
measuring the perception and satisfaction of citizens and 
businesses through polls, focus groups, surveys, customer 
advisory boards and even by walking around. Our customers 
tell us where we are succeeding or falling short, and where 
we fall short tells us where we must get serious about 
managing performance. 

Sometimes the performance shortfall is fairly small, and 
can be fixed by tweaking the existing system. In other 
cases, the performance deficit is so large it can only be 
addressed by serious innovation — by introducing entirely 
new ways of doing business. Quite simply, successful inno-
vation begets performance, so innovation should be a top 
priority for CIOs, public managers and leaders.

Why Is Innovation so Difficult?
Many impediments conspire against innovation, such as 

government’s defensiveness and risk-averse organizational 
and political leaders. Not understanding citizens’ expec-
tations, and the shortage of courageous leaders willing 
to bear the burden and responsibilities of innovation are 
other issues. 

Perhaps the most significant factor is government cul-
ture, as illustrated by historian Elting E. Morison in Men, 

Machines, and Modern Times. When World War II began, 
the British Army still used light artillery from the Boer War 
and World War I, which had been around for more than 
40 years. But by the late ’30s and early ’40s, it was pulled by 
trucks instead of horses. 

Some officers sensed these weapons could be improved 
by increasing their “rapidity of fire.” A time-motion expert 
was engaged to suggest ways to simplify the firing proce-
dures. “Puzzled by certain aspects of the procedures, he 
took some slow-motion pictures of the soldiers performing 
the loading, aiming and firing routines,” Morison wrote. 

“When he ran these pictures over once or twice, he 
noticed something that appeared odd to him. A moment 

By George K. Beard 

Stuck in the Mud
Multiple impediments conspire against innovation in government. It’s time to fix the problem.

T E C H  T R E N D S

When World War II began, the British 
Army still used light artillery from the 
Boer War and World War I, which had 
been around for more than 40 years.

PHOTO COURTESY OF THE NATIONAL ARCHIVES
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before the firing, two members of the gun crew ceased all 
activity and came to attention for a three-second interval 
extending throughout the discharge of the gun. He sum-
moned an old colonel of artillery, showed him the pictures 
and pointed out this strange behavior. The colonel too was 
puzzled. He asked to see the pictures again. ‘Ah,’ he said 
when the performance was over, ‘I have it. They are hold-
ing the horses.’”

Every organization incorporates vestigial routines 
because they’ve always been there. The routines are trans-
mitted to successive generations of workers and codified in 
our standard operating procedures. They may be legitimate 
contributors to performance — or they may not.

Some Questions
To what extent does your government culture sup-

port norms that no longer contribute to performance-
focused, customer-driven programs and practices? What’s 
the Innovation Quotient (IQ) of your organization? What 
roles and mechanisms exist for incubating and general-
izing innovation?

These questions haunt me because I believe complacency 
is innovation’s enemy. Complacency contributes to govern-
ments’ failure to understand citizen expectations and measure 
progress in meeting those expectations, injuring the social 
contract between the government and the governed. It makes 
the confidence problem worse. These same questions haunt 
me further when I ponder the future.

Tough Times Ahead
In the August 2006 Public CIO, I wrote about The 

Lean Government Imperative, noting that the nation’s 
long-term fiscal condition is barely above water. Fiscal 
disorder indicators include record federal deficits, our 
seemingly bottomless trade imbalance, Americans’ zero 
savings rate, deferred maintenance on infrastructure, 
rising interest rates, shaky pension plans, Medicare and 
its daunting demographics, and a host of ill-considered 
unfunded mandates.

Soon these conditions will shepherd in a new era of 
resource scarcity that’ll give public managers conniptions 
and threaten to erode public services further. Within the 
next 15 years or so, it may be too late to innovate. The bills 
for our excesses will pile on. 

The lead times for cultivating and incorporating inno-
vation can be long, and the organizational learning curve 
can be massive. The time to create an innovation strategy 
is now. It should be No. 1 for every federal, state and local 

agency, and public school in the nation. Agency heads, 
deputies and CIOs are well positioned to drive the innova-
tion strategy and evolve their own roles into that of the 
chief innovation officer. 

How to Improve Your Organization’s IQ
You can take four actions to raise your IQ and that of 

your organization’s.

1. Prepare to lead the charge on innovation. Make it your top 
learning and professional development objective. Consider 
taking a course at a place like the Institute for Innovation 
and Entrepreneurship at the University of Texas-Dallas. 
Subscribe to mailings from the Lean Enterprise Institute 
<www.lean.org> and track the public-sector work of Six 
Sigma in Europe. Sponsor a workshop in your government 
with a firm that teaches innovation. Build a database of 
similar firms to which you can send solicitations.

www.public-cio.com [51] 

The time to create an innovation 
strategy is now. It should be No. 1 for 
every federal, state and local agency, 
and public school in the nation.
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2. Develop an incubator to test and protect innovation.
An article in Fast Company magazine profiled Sir James 
Dyson, whose company is a market leader in vacuum 
cleaners. Dyson made prototypes before he got it right. 
Obviously government isn’t going to tolerate that much 
tinkering, but failure teaches success. Too often our 
executives and elected officials punish (or at least actively 
discourage) experimentation. As Dyson sees it, “If you 
want to discover something that other people haven’t, you 
need to do things the wrong way.”

Consider Max Mancini, who heads eBay’s Disruptive 
Innovation team. Its role is to identify “things that take 
the company toward the next 10 to 20 years.” How might 
the government policy and service platform look if we were 
designing for today’s realities and tomorrow’s challenges 
rather than for past practices?

In creating your own innovation lab, assemble cross-
functional teams or members of extended business 
processes — like state, county and nonprofit participants 
— to develop, test, prove and deploy innovations. Manage 
your experiments using a portfolio approach that allows 
for risk containment and leverages yield. 

3. Hire innovators. Make continuous improvement and 
innovation part of your job descriptions. Look to degree 
programs specializing in innovation, entrepreneurship, 
customer service management, industrial engineering, pro-
cess management, systems science, marketing and activ-
ity-based costing. Consider developing an “innovators 
internship” to attract talent from top colleges. CIOs can 
renew their talent base with vertical skills in applications 
development, technology operations and telecommunica-
tions, while broadening the horizontal base with lateral 
disciplines that support innovation.  

4. Replace RFPs with Requests for Innovators. Does your 
purchasing organization send out RFPs that rival the local 
phone directory’s size and weight? Do they typically lead 
with 20-30 pages of contract terms and conditions fol-
lowed by endless pages of mandatories and desirables? This 

conventional approach to acquisitions typically focuses 
more on the “as-is” condition than on the “should be” state 
of performance. While this approach may work well for 
commodity items, it doesn’t attract creative proposals or 
innovative solutions — or creative proposers or innovative 
solvers. You need a different approach to innovation that 
enlists able professionals in a strategy, design, execution and 
value-harvesting arrangement. This isn’t the stuff for RFPs.

Stop Holding the Horses
Lest you think this is impossible, I leave you with this clos-

ing observation from one of our nation’s great innovators:
“Innovation has nothing to do with how many R&D dol-
lars you have. When Apple came up with the Mac, IBM 
was spending at least 100 times more on R&D. It’s not 
about money. It’s about the people you have, how you’re 
led, and how much you get it.” — Steve Jobs, Fortune, 
Nov. 9, 1998. ¨

T E C H  T R E N D S

[52]

Dyson made 5,126 prototypes before 
he got it right. Obviously government 
isn’t going to tolerate that much 
tinkering, but failure teaches success.

In creating your own innovation 
lab, assemble cross-functional 
teams or members of extended 
business processes. 
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On Aug. 1, longtime Tennessee 
CIO Bill Ezell officially stepped 
down and was replaced by 

deputy CIO and state chief technol-
ogy officer (CTO) Mark Bengel, who 
will run the Office of Information 
Resources. New state IT initiatives 
include a new data center, e-health, 
enterprise GIS and enterprise resource 
planning applications, and a strategic 
shift toward shared services.

Speaking of Tennessee, native son 
Dave Combs resigned as CIO of the U.S. 
Department of Agriculture. In 2005, 
Combs replaced former Agriculture 
Department CIO Scott Charbo, who 
became CIO at the Department of 
Homeland Security. 

In what appears to be a small trend 
among CIOs, three government IT exec-
utives recently announced new jobs 
in the private-sector consulting field 
as “sourcing advisers” to government 
clients. In July, Karl Kaiser resigned as 
CIO of Minneapolis and joined the con-
sulting firm EquaTerra, which special-
izes in sourcing advisers who provide a 
“360-degree perspective” to IT govern-
ment transformation issues.

On almost the same day, TPI, another
sourcing advisory firm based in 

Houston announced that Larry Olson, 
former Texas CTO, and Michael Moore, 
former CIO of San Diego County, had 
joined the firm’s public-sector practice. 
Olson told Government Technology his 
new role will be to focus on excellence 
in the public sector and “help look at 
opportunities to strengthen the public 
enterprise.”

The Mile-High City has a new CIO. 
Molly Rauzi, former acting CIO for the 
city and county of Denver, received the 
permanent appointment from Mayor 
John Hickenlooper. Rauzi was hired by 
CIO Mike Locatis, who later moved out 
to take over as CIO at the statehouse. 
Her career includes the job of CIO at 
the Denver International Airport.

Derek Roh, director of IT Services 
for Baldwin County Public Schools in 
Loxley, Ala., was awarded the David 
T. Kearns Public School CIO of the 
Year Award, which recognizes the top 

public school CIOs who are making 
significant contributions to improve 
academic achievement and adminis-
trative process.

In other transitions, Michael Wash, 
CTO of the U.S. Government Printing 
Office is now CIO.

CIO magazine cited the following 
government CIOs for their excellence 
as part of its annual CIO 100 awards 
program: Randy Headrick, Air National 
Guard; David Behen, Washtenaw County, 
Mich.; Joseph Kraus, U.S. Government 
Accountability Office; John Nickles, 
Kane County, Ill.; Robert Taylor, Fulton 
County, Ga.; Mark Greer, Defense 
Intelligence Agency; Vance Hitch, U.S. 
Department of Justice; Peter Schlusser, 
Suffolk County, N.Y.; Charles Church, 
U.S. Department of Homeland Security; 
and Jack Belcher, Arlington County, Va.

Winners were chosen for their will-
ingness to embrace IT innovation as 
a tool for transformation, and were 
judged based on IT projects that were 
motivated by a critical business need, 
as well as their conviction that tech-
nology-enabled change can create 
new value. ¨

CIO Sightings

Bill Ezell, 
former CIO, Tennessee
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Derek Roh, 
director of IT Services, 
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Loxley, Ala.
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former CTO, Texas
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T H E  F U T U R I S T

Two primary types of consolida-
tion are often lumped together: 
data centers and servers. Data 

center consolidation simply moves 
servers from multiple data centers into 
a central location, while server con-
solidation shifts the workload from 
many servers to fewer ones. However, 
each has unique challenges and differ-
ent objectives.

Data center consolidation is relatively 
easy from a data center manager’s 
perspective, though not from a politi-
cal one. Consolidation has been part 
of a cyclical change between central 
control and distributed management 
of IT resources that has unfolded in 
government over the last 30-odd years. 
Part of the reason some agencies and 
departments have built ad hoc data 
centers has been to escape the high 
costs, poor service or political position 
of the central IT departments. When 
I was Georgia’s CIO, I was amazed to 
discover the human services agency 
had built a data center on its roof (by 
installing a trailer) just to avoid work-
ing with the state’s IT department.  

The benefits of consolidation in a 
well designed facility with modern 
access controls, network perimeter 
security and operations tools that pro-
tect data, as well as facilitate sharing, 
should be self-evident. But these bene-
fits presume enlightened management. 
Often a consolidation project uncovers 
power struggles between the governor, 
CIO and agency authorities. In these 
situations, politics overrules technical 
know-how.

Unfortunately consolidations, no 
matter how tech-savvy, fail to deliver 
promised cost savings. Data center 
consolidation shouldn’t be justified as 
a cost-saving move. In fact, it can only 
be justified based on improved man-
agement opportunities.

Server consolidation is much more 
complex. Big money can be saved, 
but the public sector often doesn’t 
understand how these benefits can be 
achieved. Server consolidation isn’t 
based on cyclical market conditions, 
but rather on advances in the under-
lying technology and environmental 
changes. To understand the benefits, a 
little history lesson is in order.

First there was the mainframe — 
essentially a data center wrapped in 
a metal skin. The big-metal machines 
benefited both data operators and 
end-users. As the mainframe mar-
ket consolidated over time, however, 
costs rose. Next came UNIX and the 
open platforms of Sun Microsystems, 
Hewlett-Packard, DEC and others, 
opening up a new market, new compe-
tition and lower costs.  

Microsoft and Intel ushered in 
the third wave of servers, lowering 
costs even more. Instead of buying 
one big server with 32 processors for 
$500,000, CIOs could get the same 
computing power by purchasing 16 
two-processor servers for $5,000 each. 
Unfortunately this shift to smaller 
and cheaper required CIOs to hire 
more staff to manage the different 
platforms, which has resulted in a 
huge, unmanageable mess.  

Today the advent of multicore pro-
cessors, where each piece of silicon 

does the work of multiple chips, has 
opened a new architectural era, with 
blade servers that have the benefit 
of sharing a common operating sys-
tem, as well as improved power and 
heat management.

With this new architecture, server 
consolidation presents CIOs with a 
new opportunity. The management of 
the new environment is tricky, how-
ever, and requires truly enlightened 
operations staffs. CIOs will have to 
focus on workload management and 
teaching people to share resources to 
wring maximum benefits from server 
consolidation.  

CIOs also need to redesign data 
centers to handle air-cooling and 
power management. They also need 
to rearchitect many of their appli-
cations to run more efficiently in 
this new environment. I don’t mean 
migrating the applications from 
many old small machines into new 
larger ones. Server consolidation is 
about real management science: port-
folio management and sophisticated 
resource management.  

The key to success is good manage-
ment and leadership. Too many times, 
CIOs see consolidation as a technical 
effort offloaded to data center staff. 
Wrong. It requires executive effort by 
CIOs to manage IT resources as an 
integrated set of assets.

If you’re a CIO who takes pride in 
not being too technical, but rather a 
“business” manager, it’s time to get 
smart about technology if you want 
the benefits of consolidation to roost in 
your data center. ¨

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

The Consolidation Conundrum
Consolidating servers, rather than data centers, makes 
more sense when done the right way.
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S E C U R I T Y  A D V I S E R

As the online world changes, is your 
government spinning up Web 2.0 or 
shutting it down? It seems a new set 
of interactive Web sites is born every 
week. Still, most public-sector CIOs 
are trying to answer simple questions 
such as: How far do we go with Web 
2.0, and how can we secure it?

From consumer-oriented podcasts 
to enhanced search capabilities, many 
government portals are eager to keep 
up with the latest trend, while others 
struggle to secure Web 1.x.

In May, the U.S. military banned 
MySpace, YouTube and several other 
social networking sites from their net-
works, citing security concerns and 
bandwidth limits. The decision made 
headlines worldwide. In the same 
month, UK Prime Minister Tony Blair 
congratulated new French President 
Nicolas Sarkozy on his historic elec-
tion victory via YouTube. Two months 
earlier, Ohio’s tourism site proudly 
announced it was one of the first states 
with interactive, content creation capa-
bilities that allow citizens to “Share 
Your Ohio.” 

So what should you do: Ban, adopt 
or sit back and study Web 2.0? I say all 
of the above, with your adoption speed 
depending on whether you want to be 
a bleeding-edge, leading-edge, main-
stream or laggard organization. The 
security implications for your govern-
ment are huge, but so are the benefits. 

There’s no question those “pesky” 
young people are changing expecta-
tions of what we must provide. A 

three-minute visit to <yourworld.times
online.co.uk> is worth thousands of 
words. This is truly a new “online 
experience,” with quick-loading maps, 
travel tips, online postcards and user-
generated content. I see few security 
problems with implementing such 
quick tourism wins, right now.

But what about letting your employees 
“play,” as some in my office call it? 
Clearly they’ll experience new tech-
nology, but pay close attention to the 
security risks from virus downloads, 
botnets and worse.

Bandwidth considerations are a 
huge issue. Many Fortune 500 com-
panies ban video-sharing sites for 
this reason alone. Even with the 
technology to limit video bandwidth 
usage, it’s too hard to determine 
what’s in the videos. Pornography 
can’t be allowed, but can it even 
be detected? Web filtering com-
panies like Websense have promised 
answers soon, but keep researching 
this area. 

While you’re at it, try to deter-
mine which MySpace pages qualify 
as “work-related.” Unfortunately it 
tends to be all or nothing — which is 
why the military banned the site.

Web 2.0 games can provide interest-
ing training opportunities but also can 
be a productivity killer. Expect to see 
more governments setting up tourism 
offices within Second Life — a virtual 
reality world — just like the Swedish 
government, Harvard Law School and 
major corporations have done. Others 
will run from this more novel method 
of attracting new users.

Of course, I’m assuming you have 
“Web 1.0” content and mail filtering
technology in place already, protecting 
you from viruses and malicious code. 
If not, make that your first priority,
along with updated policies that 
address areas such as protecting 
sensitive information, reporting 
breaches and training employees 
on 21st-century behavior expecta-
tions. Updating policies should be 
a regular activity for a committee 
with input from business customers, 
human resources and legal.

Perhaps the biggest change that 
comes with Web 2.0 is the new levels 
of cross-boundary government (and 
public-private) collaboration required 
to make “mash-ups.” Mash-ups occur 
when multiple information sources 
are used to create new Web sites 
and new value for citizens. One great 
example of this is a new project that 
will let online tourists experience the 
Battle of Gettysburg in innovative 
multimedia ways. This effort involves 
federal, state and local governments, 
as well as many private companies, 
such as Google.

No matter where you are with Web 
2.0, start talking with partners now 
because integration is the hardest part 
from a security perspective. Answer 
questions like: Who shares what infor-
mation? Who owns the data? What 
happens if …?

Though I support a “secure Web 
2.0,” the challenge is figuring out 
what that means in our constantly 
changing world. Apprehension is to 
be expected, but get in the game. ¨

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

Does MyGovernment 
use MySpace?
Web 2.0 security is not an oxymoron.
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In the first installment of Simply 
Green, in the August 2007 issue of 
Public CIO, we authored a modi-

fied acrostic to define a framework 
for public-sector green campaigning 
that would extend the enterprise IT 
program’s value, and fit with the most 
performance or accountability initia-
tives within state and local government. 
The working title is R2O2ADHome, and 
its key attributes are:

Rules and Regulations: the environ-
mental and conservation require-
ments that government imposes 
on itself and others;
Operational Optimization: running 
the IT that supports the mission-
critical work of government 
cleaner, cooler and cheaper;
Acquisition and Disposal: based on 
the federal Energy Star program, 
making smarter buying choices 
and paying attention to what to do 
with e-waste; and
Home: the place where public 
employees must inevitably work 
near or work at, if there are to be 
meaningful reductions in govern-
ment’s carbon footprint.

Since August, the primary feedback 
has been that this framework is too 
broad and lacks the detail necessary to 
be a program of its own. That’s exactly 
the point. Green is good, but its pur-
poses won’t be well served if it becomes 
the basis of all new programs admin-
istered by all new bureaucracies that 
exist from government’s real work. It’s a 
lesson hard learned in the 1990s, when a 

•

•

•

•

general concern for accountability and 
citizen service devolved into squabbling 
among disciples of competing quality, 
accountability and scorecard method-
ologies (or was that ideologies?). 

Surely something green can grow 
on and through the 16 existing state-
wide value-for-taxpayer-money per-
formance and accountability programs 
put in place over the last 15 years. For 
public-sector IT, integrating green into 
existing policies, plans and processes is 
another opportunity to avoid building 
tomorrow’s stovepipes today.

Another new program and its 
paperwork would also increase the 
administrative burden on people who 
are just trying to get something done. 
One unintended consequence of Total 
Quality Management, the Baldrige 
National Quality Program, balanced 
scorecards and other noble-minded 
initiatives was to vastly increase the 
compliance overhead such that doers 
of deeds are becoming filers of forms. 
Government will be a shade or two 
short of green if the current con-
cern for environmental sustainability 
compounds this imbalance.

R2O2ADHome’s simplicity may be 
its greatest virtue. It fits within what 
government is already doing and 
tracking — or at least knows how to 
do these things, even if it’s not actively 
doing them already. Put another way, 
public agencies can do better by the 
environment with only incremental 
effort by extending existing programs 
— not building new ones.

For its part, the IT industry is build-
ing new programs through consortia 

that try to find common ground among 
islands of proprietary green technolo-
gies. Among them are the Green Grid, 
which is developing metrics for mea-
suring data center power consumption; 
and the Climate Savers Computing 
Initiative, which focuses on lowering 
power consumption from the data 
center to commodity computing.

If collaboration among competitors 
isn’t difficult enough, the Green Grid 
has taken lumps from analysts for 
being too narrow, too close to the com-
modity IT industry, and too distant 
from the customers of its goods and 
services. Gartner concluded it wasn’t 
environmentally friendly to the inno-
vation needed to solve the mother of 
intractable problems.

It’s a cautionary tale, because stak-
ing a claim in what is, at root, public 
policy is to invite increased scrutiny on 
what one does and how, and what one 
isn’t doing and why not. 

IT analysts, environmentalists and 
many self-appointed watchblogs will 
all have their say — and there’s no 
reason to expect consistency from such 
strange bedfellows about what should 
be done and how.

Add in public opinion (and maybe 
a little science if we are lucky), and it 
creates a sense of urgency for legisla-
tors who will inevitably try regulating 
the environmental impact of informa-
tion and communication technology. 
That would be a great time to have a 
good story to tell — consider it another 
errand to run on the road home. ¨

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

Simply Green II
An errand on the road home

F A S T G O V
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Born from a long heritage of many of the most rugged communications devices on the planet comes a 
highly durable notebook that delivers in tough situations to help keep your officers safe and productive. 
The ML910™ notebook operates in extreme temperatures from -20 C to +60 C, withstands multiple three 
foot drops, and is sealed from water, dust and humidity. And it offers integrated wireless capabilities 
over local, cellular and private wireless networks so information can be shared whenever and wherever 
emergencies occur. It’s just another way Motorola puts Seamless Mobility in the palm of your hand.

Go to www.motorola.com/ML910 or call 1-800-367-2346 to learn how our rugged devices meet
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Your potential. Our passion.™

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

© 2006 Microsoft Corporation. All rights reserved. Microsoft, Microsoft Dynamics, the Microsoft Dynamics logo, and “Your potential.
Our passion.” are either registered trademarks or trademarks of Microsoft Corporation in the United States and/or other countries.
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