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introduction

By Steve Towns

Changing the ‘I’ in CIO
Government IT is evolving not only for leaders, but also for their workforce.

’m writing this a few days after attending the Center for Digital Government’s
Industry Summit, an event designed
to give government contractors a bird’seye view of technology trends and
requirements in the public sector. A
panel of eight state and local government CIOs spent the day taking on a
wide range of topics, and one message
came through crystal clear: The world
is changing rapidly for public CIOs
and the people who work for them.
Based on their comments, it may be
time to put the government data center on
the endangered species list. Most panelists said they’re pushing systems into the
cloud wherever they can and as quickly
as possible. Colorado CIO Kristin Russell
expects to shift 30,000 state employees
to Google’s hosted Gmail service by this
fall. “The cloud is the only salvation
the public sector has from an IT standpoint,” Russell said, citing the difficulty of
owning, operating and maintaining large
complex systems in the public sector.
Austin, Texas, CIO Steve Elkins
said the city is poised to move out
of its data center, adding: “We won’t
build a new one. We’ll look at the
cloud, co-location or other options.”
And Philadelphia CIO Adel Ebeid said
he’s put the brakes on large IT development projects. “We want to get to
a place very soon where we’re buying

I

services, not hardware and software,”
he said. “CIOs focused on building data
centers are going to miss the opportunity to do some really strategic things.”
One impact of this trend is a seismic shift in the sort of skills needed by
government IT agencies. Public-sector IT
jobs aren’t going away — but they won’t

unemployment insurance system, said
Russell, noting that — somewhat surprisingly — the project has been well received
by both the federal government and
the vendor community. That, in itself,
may be an indication of how rapidly
some of these new ideas are becoming business as usual for public CIOs.

“Hidebound concepts and

old-school approaches are
being challenged routinely.

be the same. Operational tasks like server
management and software development
will give way to positions focused on
vendor management and data analytics.
But not everyone’s ready to pull the
plug on their data center. California CIO
Carlos Ramos said the state is boosting
its data center capacity in order to host
services for struggling local governments. “The locals need someplace to
land,” he said, “especially for applications dealing with sensitive data.”
And Ramos wasn’t the only CIO on the
panel looking to share more resources
between governments. Colorado is one
of four states working on a common

“The ‘I’ in CIO is changing from ‘information’ and ‘infrastructure’ to ‘innovation,’” said Ebeid. “Today, I spend 40 to 50
percent of my time on things like social
entrepreneurship, building thriving local
tech communities and civic engagement.”
One thing is certain: Hidebound
concepts and old-school approaches are
being challenged routinely. And that’s
changing the landscape for government
IT leaders and the people they employ.
Hang onto your hats everyone. Look into
the future a few years, and you may have
trouble recognizing your own industry
… and much of your workforce. ¨
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LONE

ONE-PERSON IT TEAMS IN TEXAS ARE OVERWORKED AND
UNDERFUNDED — AND SEEM TO LIKE WHAT THEY DO.

[8]
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BY COLIN WOOD

F

or every big-city CIO commanding a
small army of staff members, there are
dozens of small-town IT directors whose
entire departments fit in the single chair
behind their desks. To get a sense of
what life is like for these one-person
IT staffs, we talked to three of them —
all from small Texas communities.
They all say the workload can be crushing. When you’re the only government
IT pro in town, everyone wants your
attention and it can be tough to prioritize.
There’s also no place to hide. Late-night
phone calls are routine, and lunch in
the local diner often is interrupted by
co-workers with questions. What’s more,
the job can be thankless. Small-town officials don’t always see the value in technology, or the folks who keep it running.
Despite all of that, however, these guys
don’t hate their jobs. Handling every IT
problem in town delivers a daily dose of
variety and constant challenges. And then
there’s the satisfaction of knowing your
handiwork may be the only thing keeping critical government services up and
running — not to mention the autonomy
that comes with running your own show.
Yes, it can be a stressful way to earn a
living. But those who do it say the job also
is rewarding — if you can take the heat.

BRIAN JACOBS
ROCKPORT, TEXAS

Brian Jacobs:
Local cops show
up at his house
with IT problems.

OSCAR WILLIAMS

Brian Jacobs likes his job. He must. As
the only member of the Rockport, Texas,
IT department for the past eight years,
his days are full of annoying problems,
and yet he continues on. Surely there are
more relaxing jobs available for a man
approaching 60 years old, but he said he
plans to work another seven years as the
city’s go-to tech guy before he retires.
“I’m never bored; my days are never
the same,” Jacobs said. “On the flip side,
I get aggravated. I have health problems
because of it. That’s part of doing this
job. I’ve had high blood pressure since
I started doing tech support work.”
Jacobs also finds himself in the position of being the de facto IT support

[]
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staff for many of the town’s 9,000
residents, whether or not he likes it. If
Jacobs goes out to eat, people approach
him with their laptops asking for
help, he said. His shift typically starts
around 7 a.m. and ends at about 6 p.m.
But the police department changes
shifts at 11 p.m., which is usually
about the time officers contact him
with the problems they’ve been storing up. If Jacobs doesn’t answer his
phone, they know where to find him.
“Being a small town, they come
to my house, park outside and turn
their lights on,” Jacobs said. “I know
all my neighbors think I’m a drug
dealer because every couple of
weeks there are three police cars in
front of my house with lights on.”
As you might imagine, Jacobs spends
nearly all of his time fixing broken
equipment or solving user problems,
leaving little room for innovation. For

ing county, school district and several
neighboring cities use similar network
and telephone gear, and they’ve
become adept at sharing resources.
“We’re all small shops, so we try not
to reinvent the wheel,” Jacobs said. “We
all use the same phone system and we
have replacements stored centrally, so
if something breaks we have what we
need to get back up and running.”
In addition, the jurisdictions share
network diagrams, firewall settings
and computer use policies, he said. The
local techs also cover for one another
during family emergencies and pitch in
when a colleague’s workload spikes.
Still, Rockport’s tight-fisted technology budget takes its toll. Outdated
technology can turn even simple
tasks into productivity bottlenecks.
For instance, the Microsoft Office software used by city workers is so old that
employees must email Jacobs .docx files,

Ultimately, he enjoys his position because it’s interesting and
varied. And when the going really
gets tough, Jacobs merely needs
to recall his prior job in a cement
factory to put things in perspective.
“The first 20 years I was working
outside,” he said. “Now I’m working in
air conditioning. All in all, I like my job.”

ROBERT OLVERA
KYLE, TEXAS, POLICE DEPARTMENT

Just south of Austin is the city of
Kyle, Texas. With a population of
5,000 in 2000, Kyle now has 30,000
residents, making it one of the fastest growing cities in the state.
And inside the one-person IT shop
for the Kyle Police Department is a man
with a prodigious workload. Because
Robert Olvera is the only person available to fix something when it breaks,
he sometimes only sleeps a couple of
hours each night. But despite sleepless
nights and earning just half the salary he
made working for tech startups in Austin
a few years ago, he doesn’t complain
much — Olvera said he loves his job.
“There’s always something you
can do better, and I think that if we
had no [support] tickets come in for
a week and I could work on projects,
I’d still be up until three in the morning reading up on new systems.”
Olvera has been with the Kyle Police
Department for two and a half years.
His second day on the job, officers
decided to test the 20-something’s

“I’M NEVER BORED; MY DAYS ARE
NEVER THE SAME. ON THE FLIP SIDE,
I GET AGGRAVATED.”
instance, when presented with the
idea of putting QR (quick response)
code posters in front of city buildings, Jacobs had to share his reality.
“It’s a great idea,” Jacobs said.
“The city secretary heard about it
at a conference. And I said, ‘Yes, we
can do that. What do you want me
to not do while I do that?’ That’s
where our problems come from.”
Rockport’s website is outdated, but
every hour Jacobs spends on it, support
tickets pile up. Most city computers
are 7 years old and run Windows XP,
he said. “Three years in a row, we have
asked for Office 2007, and now 2010,
and been told no. So that is frustrating — using old technology,” he said.
But the tough environment also has
forged a tight camaraderie between
Jacobs and his peers in nearby jurisdictions. For instance, the surround-

which he converts to .doc and emails back.
“I see it as a really frustrating problem,
but by the same token, the surrounding
counties, because of the economy, are
laying people off and we’re not,” he said.
On the other hand, Rockport often
makes expensive emergency purchases
that could’ve been avoided had the city
upgraded pre-emptively with a dealer
discount. “Because we don’t have the
money, we don’t get to do efficient
things,” Jacobs said. Circumventing these
problems is difficult. Usually in small
city or county governments, he said,
those holding the purse strings are older
and have little technical knowledge.
Again, partnering with other local IT
professionals helps Jacobs come up with
solutions — or at least blow off steam.
“We often eat lunch together, share
war stories and talk about upcoming
projects and budget issues,” Jacobs said.

Robert Olvera: Copes with late-night support
calls and high expectations.
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LONE STARS

mettle by asking him to transfer some
video, which was gory evidence footage. “That was a huge shock,” he said.
“I wasn’t prepared for that portion
of it. I’ll see stuff like that now and I
won’t even think twice about it.”
Though not a police officer, Olvera
spends much of his day around cops and
gets some of the perks and recognition
officers are accustomed to, like discounts
on meals. He has made friends at the
department, but working with the officers
isn’t always easy. “They’re not your typical user,” Olvera said. “A lot of them aren’t
very technical. They can be kind of tough
to deal with every once in a while, because
they’re not used to hearing [the word] no.”
The officers were fairly set in their
ways when Olvera started working for
the department, he said. After switching
from paper to electronic tickets, it took
about a year before he thought the officers were comfortable with the system.
Before Olvera’s arrival, the police
department didn’t have permanent IT
staff, so it took time for officers to adjust
to his presence. Initially there were
complaints when Olvera couldn’t fix
things fast enough. “They hear about
hackers doing things in five minutes
or breaking passwords. They expect
you to be exactly like that and fix stuff
remotely in two seconds,” he said. “I try
to explain to the officers, it’s just like the
‘CSI effect.’ Citizens think we can solve
a crime in less than two days because
we can pull a hair off the floor and find
out who stole their iPod.” They started
to come around after recognizing that
bit of common ground, Olvera said.
One of his biggest frustrations is
simply not having enough hours in the
day to get his job done. “I come in about
7:30 every day, and probably stay until
10:00 at night. And I still have a lot of
work to do,” Olvera said. “When I go
home, I’m constantly getting emails,
and most of the problems that come
in I have to deal with right away.
“I had a dispatcher call me last week
at three in the morning because their
computer was constantly rebooting. I
had just fallen asleep. I had to drive in
— it happened to be a virus. I’m sitting

there cleaning it off, it took about two
into little support for new projects.
hours, I’m done at five. I get home, sleep
“This town has always been about
for an hour and a half and come back in
20 years behind the times,” Pryor said.
at 7:30 in the morning and start over.”
“When the people who make the deciMuch of the work Olvera does is typisions don’t understand, of course you’re
cal for IT support. He updates software,
not going to get any money. There are a
monitors the server and does many other
lot of things they don’t realize we need. I
things that go unseen. “If they don’t
don’t think they understand the imporsee me working on something physical
tance of protecting that data and exactly
that affects them, it’s almost like they
what can happen if someone got in on
don’t think I’m working,” Olvera said.
the network or if we had a fire. People’s
“I can feel a little unappreciated when
lives are in this courthouse. Computers
that happens, but I tell them, ‘You know,
run the county. It’s not a grader, it’s not a
you haven’t had a server
tractor, it’s computers.”
issue in six months and
Despite Pryor’s
that’s because of all
obvious frustration,
the work I’m doing in
he also finds things to
the background.’”
like. His three years
Despite the difficulwith the county have
ties, Olvera enjoys being a
been a constant learnone-man shop. He doesn’t
ing experience.
have to explain his deci“There’s one
sions to another technithing about my job
cal person, always finds
that I absolutely
Tommy Pryor: Winning support
things how he left them,
love, and that’s the
for IT upgrades is a challenge.
and feels good about helpfact that every day
ing out the town where he grew up.
I leave here with more knowledge
“I don’t see myself going back to startthan I had when I arrived,” he said.
ups,” he said. “I do love this job now.”
And even though some of his
co-workers haven’t the slightest idea what he’s doing, Pryor says
they’re grateful for his efforts.
“I’m surrounded by a lot of
NAVARRO COUNTY, TEXAS
wonderful people and, for the most
part, they’ve come to realize that
Information Technology Manager
I’m here to help them,” he said. “I
Tommy Prior is the entire IT department
supply a service that’s necessary for
for Navarro County, Texas. He’s responthem to perform their duties.”
sible for about 200 users, most of whom
So, sure, Pryor needs a bigger budget
neither understand nor fully appreciate
and he wouldn’t mind being able to take
what he does. He spends many of his
a vacation once in a while. On the other
days being pulled in different directions.
hand, there’s no one looking over his
“Sometimes it’s just overwhelming,”
shoulder and he finds it fairly easy to
Pryor said. “Everybody’s problem is more
separate his work and personal lives.
important than everyone else’s. I have to
“I would like some help from time
fight that daily, keep my time split up and
to time. But as far as working on a big
try to keep everyone pacified. Sometimes
team … I don’t know,” Pryor said. “I
that’s not easy to do when users get
love my job. Even with all the headirate.” He reports to the county commisaches, there’s nothing else I can think
sioners and county judge. Technical
of that I’d rather be doing.” ¨
know-how isn’t always a strong suit.
“I’ve literally had to go in and turn one
guy’s computer on. Twice,” Pryor said.
Lack of technical sophistication
Colin Wood is a regular contributor to Public CIO.
among county leadership translates
colinwood0@gmail.com

TOMMY PRYOR

[ ]
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BY JESS MEY E R MAR IA

The Social CIO
For a select group of public CIOs, intense social media activity
builds community, benefiting their organizations and careers.

In late 2011, social networking surpassed online gaming as the most popular online activity — glob-

ally, nearly one in every five minutes online that year was spent on social networking sites, according to digital
business analyst firm comScore. Smartphone users now spend an average of 24 minutes each day using social
networking apps, according to app services company Flurry. There are more than 1.2 billion active social media
users worldwide.
Government agencies, of course, have jumped on this trend, making use of social media to better communicate
with constituents, voters and citizens. But where does the CIO fit in?
A relatively small, but growing, contingent of public CIOs are prolific social media users, fearlessly Facebooking
and eagerly contributing to the blogosphere and Twitterverse. These social CIOs say their direct involvement in
social media benefits them personally and professionally — and it helps them drive effective social media adoption,
strategy and policy within their agencies or departments. Here’s a look at social media through their eyes.

Illustration by Tom McKeith
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THE SOCIAL CIO

DAVID KIDD

Barry Condrey:
”We are watching
the world as it is
shrinking.”

Casey Coleman, CIO of the U.S. General Services
Administration, is an early adopter who has been
using social media applications since 2007. During one
recent month, Coleman tweeted more than 40 times on
subjects ranging from business intelligence software to
weight loss, activity that has garnered her nearly 5,000
Twitter followers and a national reputation as one of the
nation’s most social CIOs.
She says participation in online social media platforms provides a vantage point to observe and understand emerging industry trends, and to learn from her
peers in the federal IT and CIO
communities.
“It also affords GSA and me
the opportunity to communicate effectively with various
stakeholder groups,” Coleman
added. “This participation facilitates building relationships and
networks to help us perform our
mission more effectively.”
For Barry Condrey, CIO of
Chesterfield County, Va., it’s about
participating in a worldwide trend
toward connectedness and collaboration. “We are watching the
world as it is shrinking. There are more cellphones than
people on the planet now,” said Condrey, who tweets
almost daily. “Social media isn’t going anywhere. The
channel has been built for us. There is huge value for
governments that want to exploit it.”
Chris Moore, CIO of Edmonton in Alberta, Canada,
is another prolific tweeter. He says social media is a
necessity for public CIOs. “A CIO/CTO who does not
embrace social media is a leader who chooses to live
in the past, and within the next two to five years will
become irrelevant.”

BUILDING A BRAND
Most social CIOs say the biggest benefits from these
activities are better collaboration and networking.

SHUTTERSTOCK.COM

A GOOD VANTAGE POINT

Social media applications have become platforms for
trading information about challenges, projects and
results — especially in the public sector, where sharing
is valued over competition. A growing number of CIOs
actively use social media to participate in communities of special interest; recruit employees; research and
learn; and gain insight on vendors and industry trends.
“The main benefit to me directly, as a CTO, was in
helping to build my own personal reputation and brand,”
said Bill Schrier, former CTO of Seattle who recently became deputy director of the Center for Digital
Government, which is owned by Public CIO’s parent
company e.Republic Inc.
“Social media allowed me to connect with the news
media and the start-up community directly,” Schrier
added. “Your primary role as a CIO is to manage the internal IT environment, but I believe we also have a role in
encouraging the technology and start-up communities.”
For the GSA’s Coleman, social media also became
a valuable tool for internal communication. Following
a major restructuring at her agency, an internal blog
created by Coleman helped knit together a team spread
nationwide.

SOCIAL MEDIA ASSISTANCE
Looking for social media advice? Bill Greeves, CIO of Wake County, N.C., literally wrote the book on it. Greeves collaborated with Ines Mergel,
assistant professor at the Maxwell School of Citizenship and Public Affairs at Syracuse University, on a guide to social media and its legal
context in government. The book, Social Media in the Public Sector Field Guide: Designing and Implementing Strategies and Policies, is a
hands-on practical guide designed to help readers move smoothly through the development and deployment of new media strategies and
policies within their own government organizations. It’s scheduled for release in late November.
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In a broader sense, social media activity can boost
citizen engagement. For instance, strategic social
media adoption led Utah to increase traffic to its
websites and services by close to 100 percent over the
past five and a half years (from 650,000 unique visitors to 1.3 million).
“The value can be extensive if used correctly,” said
state CTO David Fletcher, who routinely tweets four
to five times per day. “It is an opportunity to help move
toward the future, and it enables a degree of collaboration
that is not possible through any other channel.”

GO WHERE THE PEOPLE ARE

Unlike within the private sector and Fortune 250,
there are no official lists of the most social-media-savvy
government CIOs, no awards, no compiled records of
activity. But as Public CIO discovered, there are definitely
those making a name for themselves online. Here is an
unofficial list of some of government’s most social CIOs:
1. Bill Greeves, CIO, Wake County, N.C.
2. Casey Coleman, CIO, U.S. General Services
Administration
3. Joe Palmer, CIO, Jefferson County, Colo.
4. Jon Walton, CIO, San Francisco
5. Steve Emanuel, CIO, New Jersey
6. David Fletcher, CTO, Utah Department of Technology
Services
7. Janet Claggett, CIO, Richland County, S.C.
8. Catherine Maras, CIO, Bexar County, Texas
9. Sonny Hashmi, deputy CIO/CTO, U.S. General Services
Administration
10. Chris Moore, CIO, Edmonton, Alberta
11. Barry Condrey, CIO, Chesterfield County, Va.
12. Terry Bledsoe, CIO, Catawba County, N.C.
13. Linda Cureton, CIO, NASA
14. John Tolva, CTO, Chicago
15. Karen Robinson, CTO, Texas

Bill Greeves: ”You may not like
social media, but hundreds of
millions of other people do.”

DAVID KIDD

Many of these CIOs recognized the potential value of
social media — and began playing with and using platforms like Twitter and Facebook — about five years ago.
It was up to them to convince an often wary group of
colleagues and supervisors that what they were doing
had value to the entire department or agency.
In Roanoke County, Va., Director of Communications
and Information Technology Bill Greeves was one of
them — he began exploring social media in 2008, when
the recession became undeniable. “I was worried that it
would mean a slowdown in technology innovation on
our part,” said Greeves, whose position was equivalent
to a CIO. He has since become CIO of Wake County,
N.C. “Social media was emergent at that point, and
something I had initially dismissed as a novelty. But
once I found others who were interested, the potentials
became more and more apparent.”
A regular blogger and early adopter of social media apps, platforms
and tools, Greeves is viewed by many
of his peers as a pioneer and expert
in social media usage. He is a founding member of MuniGov, a nonprofit organization made up entirely of
volunteer members interested in
promoting the value of innovations
like Web 2.0 in government.
“Whether or not Facebook is
great is not the point,” Greeves said.
“The point is, there are hundreds of
millions of people there. Why not
spend time where they are? You may
not like social media, but hundreds
of millions of other people do.”
And that’s what these CIOs have
learned.
In Richland County, S.C., CIO
Janet Claggett says that social
media is critical to her ability to
stay informed on the latest break-

MOST SOCIAL
GOVERNMENT CIOS
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THE SOCIAL CIO

ing technology news. “I cannot imagine being up to
date without social media, and believe it is extremely
important professionally; as CIOs, we are responsible
for staying on top of trends,” she said. “It also helps
me to identify best practices to assist my organization in improving operational excellence in sustainable ways.”
For Michele Hovet, former CIO of Arvada, Colo.,
who is now the deputy city manager, social media
allows her to easily build a community. “Everything
really is about community, and community on the
Internet is no different,” she said. “Most people like
to feel part of something special or unique, and social
media for city or personal use allows this to happen.”
The city recently increased its commitment to social
media by creating a team of “community communication coordinators.” The positions, formerly standard
reception roles, now require that
30 to 40 percent of the worker’s
time be focused on social media
and Web communication.
Personally, Hovet says she
uses social media to keep track
of happenings that are important to her. “I follow people on
Twitter who educate me and
bring me articles I would have
never otherwise seen. I also
use it to showcase things I find
interesting about my community or my career.” she said. “What
I learn by using social media
helps me to keep my job skills
relevant and gets me a broader
view of what’s happening with
my peers.”

Michele Hovet:
”Everything is really about
community.”

THE NEXT BIG THING
In government, where there can be a tendency to
hold meetings and want to do everything face-to-face,
social media also opens up inexpensive communication channels to much broader groups of people, internally and publicly. “It is a great way to get to know
people across the country, without ever meeting them
face to face,” Hovet said. For CIOs specifically, it has
tremendous value in facilitating ongoing communication among peers, providing a sounding board for direct
feedback from people facing the same issues, challenges
and opportunities.
Nearly all of these social CIOs add that they’re carefully watching for the next social media craze to capture
the public’s eye. For instance, many are starting to
explore Pinterest and its applications to government.

Whatever form that social media takes in the future,
these CIOs say they’re ready to join in.
“I truly believe that social media for any CIO, public
or private sector, is a lifeline to the world,” Hovet said. “I
think those leaders in a CIO role that don’t participate in
social media are missing the boat. The world will move
on in this social new way, without them.” ¨
jmmeditorial@gmail.com

REACHING E5XCELLENCE
Richland County, S.C., CIO Janet Claggett, came up with
the term “E5XCELLENCE,” to give a simple answer to the
complex concept of improving excellence in the delivery
of citizen services. Those 5 Es for the citizen are:

ENGAGEMENT.

With smart mobile devices,
citizens can opt in and connect with government at
their convenience, interacting with their governments
in ways not possible before the advent of social media.
Governments can also use social media as a listening
platform to understand the concerns and priorities of
their citizens.

EDUCATION. Today, government agencies can
inform and educate in real time, which is helpful in
advancing public safety, in promoting citizen events, and
in promoting achievements, to name a few.
EFFICIENCY. The cost to have a social media presence can be fairly low and the size of the audience can
be huge. This is efficiency at its best. And the audience
can be exponential: One tweet can be re-tweeted many
times down the entire social network of each follower’s
set of connections. Word-of-mouth advertising is excitingly efficient.

ELEVATION. Social media has elevated the citizen to the center of the universe. While the citizen has
always been at the center, the awareness of that fact
would sometimes get lost in the day-to-day activities.
Today government agencies are acutely aware that they
travel with their citizens on their smartphones and tablets everywhere, endlessly.
ENTERTAINMENT. Governments are creating
apps and games to engage and educate the next generation of voters. Entertaining videos promote government activities, recreational events, and employment
opportunities, and encourage citizens to be proud of
the area in which they live. Governments aspire to use
social media to build a sense of delight and a sense of
community.
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ENTERPRISE IT professionals, including public
CIOs, have long recognized
the power of data, and the
exciting new sense-making
capabilities around big data
approaches have generated a great deal of buzz
and excitement. If history
is a guide, however, we
are about to see that term
lose much of its meaning.
Here is what I mean:
Do you remember
service-oriented architecture (SOA)? This concept
led to tremendous new
capabilities and efficient,
mission-focused designs.
Enterprises established
architectures in which
application interfaces, logic
and data were separated
and smartly reusable. After
the term went mainstream,
every company in the IT
ecosystem grabbed onto it
and began to use the acronym SOA to mean anything
they wanted it to. Although
it’s still a useful construct
for IT professionals, when
it comes to interacting with
industry, the term has now
lost much of its meaning.
Then there’s cloud
computing. When enterprise IT professionals use
that term among themselves, there is huge value
in the concept. It conveys
a great deal of meaning
regarding a need to change
business processes to take
maximum advantage of
modern IT and new offerings. Now, however, most
IT vendors describe what
they do as cloud computing. When it comes to
interacting with industry,
that term, like SOA, has
lost much of its meaning.
Now what about big data?
Today it remains a very
helpful term. Practitioners,
including IT architects,
systems engineers, CIOs,
CTOs and data scientists,

IS OVERINFLATED
INDUSTRY HYPE
CAUSING BIG
DATA TO LOSE
ALL MEANING?
BY BOB GOURLEY

|

CONTRIBUTING WRITER

PUMPED
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[ ]

www.public-cio.com 19

PCIO08_20.indd 19

8/15/12 2:16 PM

100 Blue Ravine Road
Folsom, CA 95630
916-932-1300

Cyan
5

25 50 75 95 100 5

Magenta
25 50 75 95 100 5

Yellow
25 50 75 95 100 5

Black
25 50 75 95 100

®

Page

Designer

Creative Dir.

Editorial

Prepress

Other

OK to go

PUMPED UP

all use this term in dialog over ways
to improve sense-making over data.
The term remains a useful way of
introducing others, including nontechnologists, to new approaches like
the Apache Hadoop framework. We
have a continuing need to discuss these
topics, and the term “big data” will
likely be with us for quite a while.
But just like SOA and cloud computing, big data is now a hot topic among
the vendor community. All indications show that most IT vendors are
aware of the exciting dialog under way
on this term. All have either already
shifted their marketing strategy to
include this topic — or they soon will.
Odds are that most every firm in the
IT industry will soon be proclaiming itself to be a big data company.
I’ve already seen plenty of evidence
that this rebranding is under way. I’ve
heard makers of network switches
and routers assert that they are big
data companies because they move
large amounts of data. I have met with
mapping companies that want to be
called big data companies because they
plot data. I know of an old-school storage company that wants to be known
as a big data company because it stores
lots of information. A great information integration company I know and
love has told me it’s the big data solution of choice since it integrates data.
The leading chip-maker is about to
kick off a big data campaign, because it
takes processors to process big data.
And in every case, the firms are
creating their own definitions of what
big data is. History is going to repeat
itself here. Very soon, every vendor
you deal with will want to get you
to use its definition of big data.
So what should public-sector technologists do in an environment like this?
I recommend doing what enterprise
technologists do best: Focus on your
mission needs; don’t let anyone convince
you to conform to their concepts of
how those needs should be met.
And when it comes to definitions,
you should be prepared to articulate
one that best meets your organization’s

VIAWEST

DATA INFLATION: This infographic gives a simplified view of how much data is being
produced and how it breaks down.

needs. As a starting point, I recommend
the definition at Wikipedia.org, since
this community-edited site captures the
input of many. Wikipedia’s definition
is this: “Big Data implies the need for a
strategy for dealing with large quantities
of data. The term is also used to describe
the new platform of tools required
to successfully handle sense-making
over large quantities of data, as in the
Apache Hadoop Big Data Platform.”
I like this definition because it focuses
on sense-making over data, which is why
we have the data to begin with. I also like
the reference to Apache Hadoop, since
every big data solution I know of uses
this framework. Hadoop is usually key
to big data, but other important capabilities in this framework include HDFS,
HBase, Hive, Cassandra and Mahout.
If you select a definition that doesn’t
key in on sense-making over data, then
you automatically open yourself up to
letting every maker of any IT capability say it is a big data company. And if
you don’t mention the Apache Hadoop
framework in your definition, you open
yourself up to allowing every maker
of legacy software to say it is a big
data company even though it has the

same old approach. There’s something
new about big data designs, and that
is the distributed processing of large
data sets over clusters of computers
enabled by the Hadoop framework.
Whatever definition you decide
to use, I would recommend you dive
deep into learning the capabilities of
the Apache Hadoop software library.
This framework enables distributed parallel processing of huge
amounts of data across inexpensive,
commodity servers — and no vendor
should bring you a big data solution
unless it has leveraged the powerful capabilities of this framework.
Big data and how the community
uses the term is a topic in need of more
discussion, and my hope is that technologists from across the public sector,
at local, state and federal levels, have a
greater dialog on what that term means
to public-sector missions. Discussing
this topic could prove to be very positive for organizational missions and will
help the IT vendor community better
understand public-sector needs. ¨
Bob Gourley is the founder and CTO of Crucial
Point, a tech research and advisory ﬁrm.
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By Brian Heaton | Staff Writer

END OF AN ERA
If you’re thinking about leaving BlackBerry for
another smartphone, keep these helpful tips in mind.

I

s your agency debating a jump from
BlackBerry to another smartphone
brand? If so, experts agree that success
is tied to the amount of attention given to
the project’s behind-the-scenes aspects.
While smartphones in general are thought to be
fairly intuitive to learn and operate, administrating their use and security can be fairly complex.
Zachary Goldstein, deputy CIO of the National
Oceanic and Atmospheric Administration (NOAA),
which began moving to iPhones in 2012, believes
you’re likelier to have a smoother changeover if you
treat the task as a full computer system overhaul.
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END OF AN ERA

HOW YA GONNA CALL?
Goldstein emphasized the importance
of remembering that mobile devices
aren’t just phones, they’re small computers. So all the things associated with a
computer transition should be applied
when moving mobile platforms.
“Like any IT project, you need to plan
it; you need milestones and to manage
it, and you need to hold people accountable,” Goldstein said. “Don’t think about
it as just buying a different phone — it’s
not. It’s a computer conversation, and
you need to give it the respect that’s
due and handle it accordingly.”
Rob Enderle, principal analyst of the
Enderle Group, agrees. Applied to business and government, the BlackBerry
solution isn’t just a set of phones. The
back-end ecosystem that comes with it —
providing security, tracking and compliance functionality — doesn’t exist in any
other smartphone system, Enderle said.
Third-party offerings are available
for iPhones and Androids to provide
those crucial functions, but agencies can’t simply remove a BlackBerry
system for another platform and
consider the project finished.
“In most cases, when companies
or government entities yank out
BlackBerrys, employees are often
allowed to pick their own phone or
device and use that instead,” Enderle
said. “But if the tracking mechanisms
aren’t in place, immediately the agency
may be in noncompliance [with policies or law]. So thinking through
that aspect of it becomes critical.”
Although NOAA isn’t yet operating a bring-your-own-device policy,
Goldstein has three recommendations
he believes federal, state and local
government agencies should follow
prior to ditching their BlackBerrys:
• Procurement — Determine how the
devices and associated data plans can
be secured, and do the proper cost
comparison between platforms.
• Support — Does your agency’s
helpdesk have the ability to support
other smartphones, and do staff
understand the technology?
• Data migration — Make sure a proper
plan is in place to move sensitive information from one device to another.

Data from 2011 shows that market share for RIM’s BlackBerry has fallen to just
3.2 percent in the United States. Meanwhile, the Android platform and Apple’s iOS
dominate the smartphone space. SOURCE: COMSCORE DEVICE ESSENTIALS

3.2%
RIM

4.2%

Enderle said the Android platform is
generally found to be unsecure, primarily because it allows for sideloading,
where individuals can transfer data
between two devices using a USB port,
Bluetooth connection or memory card.
That helps spread “hostile” applications
and malware that report information on
the device to third parties and could be a
serious problem for government agencies.
“At a recent enterprise event, about
one-third of the companies were actively
blocking Android for that reason —
because it wasn’t compliant with security policies,” Enderle said. “With the
proper back end, iPhone can generally
be used and does now meet security
[standards]. But you also have to wrap
it with the appropriate applications so
that the device is properly secured.”
Although NOAA ultimately went
with iPhone instead of BlackBerry, the
agency determined that the combination of putting additional security
controls on the iOS platform, along with
some tweaking of mobile settings in
Google Apps for Government — which
NOAA also moved to — were sufficient actions to secure the devices.
Enderle thinks, however, that it’s
prudent for government agencies to
spend a lot more time educating users
on employee-generated problems. A
good starting point, he said, is having
discussions about the kinds of applications that can be loaded on a device.
Placing restrictions on how the smartphone is used is another option.
In addition, Enderle said an agency’s
IT support staff should be highly trained
to look for problems and to identify
and report issues that violate security.
“Some kind of remediation has to be
in place to recapture the information
or to identify the criminal activity and
prosecute the behavior,” Enderle said.
“So there’s quite a bit of training that
needs to go into it, because Android
and iPhone are not BlackBerry.” ¨

Other

Android

32.4%
iOS

60.1%

Although NOAA is still in the midst
of transferring employees to the iPhone,
officials said everything is progressing
fairly smoothly, with no real challenges
or complaints. Darone Jones, unified
messaging service operations manager
for NOAA, said agency employees are
looking to the future and are excited
to see how the devices will improve
productivity, particularly in the field.
But Jones stressed the importance of
planning ahead and being flexible and
involved throughout the actual implementation process. Although some
smartphones are instinctive from a user
perspective, there will inevitably be
employees who need a bit more support.
“Do the math ahead of time, treat it
like it is an IT system, communicate
and collaborate internally with all your
folks,” Jones said. “And once the decision is made, then also provide the
training to get [users] over the hump.”

Security Still Paramount
Despite the growing popularity of
both the iPhone and Android devices,
BlackBerry’s trump card remains security. Because the BlackBerry system
comes complete with its own server
and security package built into the
back-end software, it remains a popular
mobile platform for government users.
The iPhone and Android devices are
more popular among consumers, but they
also come with higher security risks.

bheaton@govtech.com
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JESSICA MULHOLLAND

U.S. Deputy CTO
Chris Vein says the
FDA and other
federal agencies
are using lean
startup concepts.
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BY JUSTINE BROWN

STARTUP.GOV
Can government act more like Silicon Valley when developing applications
or services? Some agencies are testing the idea by putting the traditional bloated
government approach on a diet.

W

JESSICA MULHOLLAND

Author Eric Ries
was surprised
by the amount
of government
interest in
The Lean Startup.

GETTY IMAGES

hen Silicon Valley entrepreneur Eric Ries started writing his book
The Lean Startup, he had no idea he’d ever be talking about the
public sector. The Lean Startup, after all, is all about creating rapid
prototypes that test market assumptions, using customer feedback in
an effort to evolve design faster than more traditional product development practices, and getting new ideas into the marketplace quickly — all of which run
counterintuitively to the way government works. Yet Ries was in for a surprise.
At about the same time Ries was working on his book, the federal government was
developing initiatives that would eventually align the two perfectly. On his first full day
in office, President Barack Obama signed a memorandum on transparency and open
government, calling for a more participatory government to tap into the expertise of
the American people when addressing the biggest challenges facing the country. Later,
Obama issued an executive order calling on federal agencies to streamline service delivery and improve customer service. Noting the dramatic advances in customer service by
other sectors, the executive order challenged federal agencies to “improve the customer
service experience, especially through the effective utilization of technology and innovation.”
With these and other new policies paving the way for a fresh approach to the way
federal government does business, all that was needed was a chance to put them into
play. That opportunity arose in July 2010, when Obama signed the Dodd-Frank Wall
Street Reform and Consumer Protection Act into law.
Among other things, the law mandated the creation
of a new federal agency, the Consumer Financial
Protection Bureau (CFPB), which would be tasked
with protecting American citizens from predatory
lending by financial services companies. Recognizing
the opportunity, Obama called on then-CTO Aneesh
Chopra to devise some innovative approaches.
Although The Lean Startup was not yet published,
Ries was well known for his concepts, and Chopra
reached out and connected the dots.
“I was surprised at first to hear of the interest,” said
Ries. “Yet here was the federal government talking

[ ]
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STARTUP.GOV

ONCE AN
AGENCY IS UP AND
RUNNING WITH A
$500 MILLION
BUDGET AND A
LARGE STAFF,
ALTERING THE
PLAN WOULD BE
INCREDIBLY
EXPENSIVE AND
TIME CONSUMING.

about using some of these ideas, and they were
quite serious about getting some value out of them.”
Together, Ries and Chopra began to view the
CFPB as a startup, and examined how lean startup
principles could be applied and technology could
be used to make the agency more efficient and
cost-effective. “Some of the principles include
treating the new endeavor as an experiment, identifying the elements of the plan that are assumptions rather than facts, and figuring out ways to
test them,” Ries said. “Basically the idea was to build a
minimum viable product and have the agency up and
running on a minor scale long before the official plan was
set in motion. After all, once an agency is up and running
with a $500 million budget and a large staff, altering the
plan would be incredibly expensive and time consuming.”
If they could establish a clearly defined problem,
recruit a small, nimble team of innovators to design an
innovative product, and then rapidly learn from public
feedback, Chopra and Ries thought the CFPB might be
the right place to demonstrate the merits of a lean startup
approach by government.
One of the first major undertakings was to combine
two federally mandated disclosure forms: the Truth in
Lending form and the Good Faith Estimate. The CFPB
wanted to make the new combined disclosure form
clearer to consumers and lenders alike. Applying lean
startup principles, the bureau developed a website called

“Know Before You Owe,” which offered a simple gaming
dynamic to generate data on what worked and what
didn’t. The website launched in May 2011 with two draft
designs accessible online. The public was then called
upon to experiment with the site and provide feedback.
The CFPB built tools to help make sense of the feedback
and synthesized more than 13,000 user comments, refining the forms with each participatory session. “Iterating
against user feedback and using technology to open the
design process has been part of a broad collaborative
approach at the CFPB,” Chopra said in a blog post about
the project. “It has been so successful that the CFPB has
expanded the idea to college financial aid letters and
credit card agreements.”
Lean startup principles also were applied in the development of healthcare.gov, which was launched in just
90 days and at a fraction of the cost the federal government often spends on such endeavors. “The first version
didn’t have much functionality, but it was enough for the
agency to start getting feedback from citizens about how
they would use it,” said Ries. “After all, if something gets
built without anyone ever having seen it or without ever
getting any user feedback, then what’s the point? You
can build something no one wants and no one uses, and
it becomes a complete waste of money and time.”
Ries said the lean startup approach to healthcare.
gov unveiled other benefits too. “In the user testing and feedback stage, they found that the specific
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Palo Alto CIO Jonathan Reichental
says his city used lean startup during
the redesign of its website.

JESSICA MULHOLLAND

STARTUP.GOV

kinds of information people were looking for was
quite unexpected,” he said. For example, health-care
companies aren’t legally required to disclose certain
data about their plans, but Ruis said that based on citizen searches, that data proved extremely important.
“There was no regulatory power to force the companies to supply that data, but once it became obvious
how important it was to citizens, there was leverage
to go to the insurance companies and push the issue.”
Ultimately the insurance companies agreed to provide
the data. “When there are real-life facts and data behind
what people want, it can enable things that may not have
been possible before,” Ries said.

T

he federal government can point to several
achievements utilizing lean startup principles, but can other levels of government also
apply them successfully?
Jonathan Reichental is the CIO of Palo Alto, Calif.
When he started with the city late last year, Reichental
naturally expected to find Palo Alto, with its worldwide
reputation as a high-tech leader, to be high-tech as well.
What he found was quite the opposite. “The IT organization in the city did not align with the city’s brand,” said
Reichental. “It was an old world IT department, but the
awareness of the need for change was there. They wanted
to take some risks and turn things around.”

Since then, Reichental, a former private-sector CIO, has
turned the model upside down, using many lean startup
ideas. “The heart of the lean startup is to go to market
with the most basic viable product, get feedback, improve
it, and get to a place where you are quickly competing in
the marketplace and getting market share,” he said. “We
found the concept resonates well in Palo Alto. This is
not a passive community. Citizens here like to have a say
in what we do. We don’t want to study a concept for 18
months while neighbor cities leapfrog ahead of us.”
In 2008, Reichental said the city released a new website
that wasn’t well received. “People had a lot of issues with
it,” he said, “so it was eventually taken offline and many
months were spent rewriting code and fixing things.”
As city CIO, Reichental examined the site and did
some quick work to bring it up to par with surrounding
cities. He then suggested Palo Alto go with a lean startup
approach, re-releasing the site as a beta and getting input
and feedback from the public before going live. “We asked
the public to try it and tell us if they could find what they
wanted. What was missing?” he said. “We’ve been pleased
with the level of engagement. People feel they have a
voice, and it’s allowed us to use a low-risk approach to get
an enormous amount of feedback before our big go-live.”
Reichental and other city government officials were
so happy with the results that they’ve employed the lean
approach in numerous other instances. “We’re still at the
beginning of this journey,” Reichental said. “In a year,
we’ll have a lot more to talk about, but even in these early
stages, it’s redefining how we operate.” Palo Alto is a well
run city, he said, but it tends to approach problems with
the typical government mentality: Study the problem,
bring in consultants, present the information — very
deliberate and very long. “With the pace at which we
live today, it’s not the right approach and it doesn’t meet
citizens’ expectations.”
In January, Los Angeles also used some lean startup principles as it prepared the first major update to its website in
14 years. The city launched a beta version of LAcity.org in
November and asked users to provide feedback.

W

hat if a government agency wants to
apply some of the lean startup principles, but isn’t ready or able to fully
commit?
According to Chris Vein, deputy CTO at the U.S. Office
of Science and Technology Policy, the federal government has used some lean concepts in slightly different
ways to improve internal processes at federal agencies,
including the Food and Drug Administration (FDA) and
the U.S. Immigration and Customs Enforcement. “In
those cases, it wasn’t about using the full lean startup
approach to launch a new product or service, but more
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STARTUP.GOV

about improving an internal business process,” said Vein,
who first started employing lean startup principles when
he was CIO of San Francisco. “For example, at the FDA,
we looked at how we could consider and approve new
medical devices in a faster, more streamlined way. How
can we improve the internal processes to make important
new devices available faster, to keep people involved with
making or selling such devices employed, and yet still do
a thorough job of protecting the American public? It’s not
a pure lean startup approach, but we took some of the
concepts and used them in a way that made sense for the
individual government agencies.”
Meanwhile, some private-sector companies are
providing hybrid approaches that may give government agencies even more options. uTest is a privately
held corporation based in Southborough, Mass., that
describes itself as “the world’s largest marketplace
for software testing services.” Matt Johnston, uTest’s
chief marketing officer, said that while it’s common for
government agencies to contract their software testing
needs to large IT firms, much of that testing takes place
within the confines of a quality assurance lab and may
be restricted to a small number of geographiTAKING cal locations. Using a crowdsourcing model,
CHANCES IN THE uTest’s team of more than 50,000 quality assurPUBLIC SECTOR IS ance professionals takes apps into real-world
NOT NORMALLY situations where they’re likelier to encounter
REWARDED, SO real-world problems. “By testing under these
THESE TYPES OF conditions, the testers are better able to identify
APPROACHES CAN bugs and issues that may not have otherwise
BE TOUGHER TO arisen,” Johnston said.
uTest has worked with several U.S. universiPULL OFF.
ties and government agencies in the UK. “The
model is very flexible and provides an opportunity to
solve a lot of problems before something is formally
released to the public,” said Johnston. “For an entity that
wants to explore lean principles, it’s an outstanding way
to bring that quick-to-market method to the testing side
of applications.”

W

hile it appears that lean startup principles are finding a place in government,
Ries cautions that to be successful, the
principles must be applied in the right
place, at the right time and in the right way. “The most
common problem that occurs with this approach is that
people get the answer to the wrong question,” he said.
Ries believes the root of any new project is changing human behavior. “It’s about setting a goal that can
be measured, identifying leap-of-faith assumptions, and
working backward to say, ‘How do we start testing those
assumptions as fast as possible?’ It’s about identifying a
specific thing to test and building the smallest increment

needed to test that,” he said. “But the
human mind is challenged by this —
most of us naturally prefer to try to do
everything all at once.”
For governments being pushed to
do more with less, adopting methods
that shorten the path to a solution and
allow quick iteration is huge, said David
Binetti, CEO of Votizen, whose tools
led to the first bill driven into the U.S.
Senate by social media alone. Binetti
netti
pivoted Votizen several times from a social
i l network
t
k off
verified voters to the first social lobbying platform in
American history.
But Binetti said government must first overcome
some obstacles. “I think the jury is still out as to
whether lean can really apply well to government.
Some systemic changes may be needed to do it well,”
he said. “Taking chances in the public sector is not
normally rewarded, so these types of approaches
can be tougher to pull off. And government is often
hamstrung by rules and regulations, with a procurement process that is not set up for rapid decisions.”
But the federal government appears to be dedicated to
the cause and continues to push lean startup principles.
At the 2012 South by Southwest conference, federal CTO
Todd Park presented a keynote during the lean startup
track. During the presentation, Park talked about reallife examples of times and places the feds have put the
principles into action. And ultimately, lean startup ideas
fit well with the open government and open innovation principles being pushed within federal government
today, Vein said. “Good ideas come from everywhere.
It’s all about figuring out how technology can be used to
enable getting those good ideas and cheaper solutions to
market faster.”
Further demonstrating their commitment to the entrepreneurial approach, federal CIO Steven VanRoekel and
Park recently announced a White House-sponsored innovation fellows program designed to encourage entrepreneurs to work for federal agencies for six-month timespans
to help solve a variety of data-related challenges.
In the end, Ries said success with the lean startup
approach is less about what type of organization you’re in
and more about how you approach the problem at hand.
“It’s about figuring out how to make resources available,
how to structure the team, what metrics will be used, etc.”
While those elements do not guarantee success, he said,
the lack of them guarantees failure. “Think big, start small,
scale fast and be flexible,” Ries said. “Life’s too short to
have no impact.” ¨
Justine Brown is a California-based writer and regular contributor
to Public CIO magazine. justinebrown@comcast.net
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A GOOD CAUSE
IS WORTH RIDING
ABOUT
MISSION
Created by NIC CEO and
former law enforcement officer
Harry Herington, Ride4CopsTM raises
awareness about the dangers of
law enforcement and supports the
families of fallen officers.

RIDE4COPS
MEMORIAL BIKE
To raise support for the families
of fallen officers, Herington
holds rallies at state capitols,
with 20 events held in the past
three years from the Statehouse
in Trenton, New Jersey to the
Capitol in Honolulu. Along the
journey he rides the Memorial
Bike, a customized HarleyDavidson that has become a
traveling memorial as survivors
donate mementoes of fallen
officers to be carried on the bike.
To date the Memorial Bike has
traveled more than 20,000 miles
honoring fallen officers.

SUPPORT
Ride4Cops supports several
charities throughout the nation
that provide for law enforcement
and the families of fallen officers.

MAKE A DIFFERENCE
Find out how you can pay tribute
to fallen officers in your area and support
the families left behind.
Visit: www.Ride4Cops.com
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SHUTTERSTOCK.COM

Moving technology services to the cloud
has become commonplace over the last
few years. But as government agencies weigh
the pros and cons of various big-name cloud
providers, another option has begun to
surface — open source cloud computing.
ONE SUCH PLATFORM is OpenStack,
created by NASA and Rackspace
Hosting, a data storage solution provider. Launched in July 2010, OpenStack
has grown to become a global collaboration of developers and cloud computing technologists producing ubiquitous
code for public and private clouds.
Now featuring almost 4,000 people
and more than 178 companies, the
community’s goal is to develop a cloud
standard and scalable cloud operating system that any organization
can use to offer services on typical
computing hardware. The technology is composed of various projects
that become the components that
make up a cloud infrastructure.
According to Jim Curry, general
manager of Rackspace Cloud Builders,
the need for open source cloud
technology was spurred by stagnation in the cloud provider market a
few years ago. Prior to OpenStack,
there was concern in the industry
that the market for cloud platforms
was moving too slowly, Curry said,
in-part because providers such as
Amazon and Rackspace were building their own proprietary systems.
The problem was that by choosing to go with one specific provider, a
customer could theoretically get locked
into a cloud model and would be unable
to easily switch off if a need to transition arose. But if a customer’s cloud
was instead based on an open source
cloud platform, that situation might
not be as big of an issue, and may even
spur growth in the cloud market.
“The answer became obvious — let’s
pursue an open development path,”
Curry said. “As a company, it allowed
us to get the world working on our
problems together; it allowed people

to come in with common issues they
were trying to resolve and try to
build a common cloud platform.”

R

ackspace had made some
progress on the storage
end of cloud technology
but lacked development
on the computing side of an open
source cloud platform. That’s where
NASA came in. The federal agency
was having the same concerns and
issues as Rackspace about how to use
and develop cloud most efficiently.
At the time, NASA was in the midst
of constructing its own proprietary
cloud system called “Nebula.” NASA
had been working on the system since
2008 and had made strides with the
compute portion of the technology,
which they dubbed “Nova,” but lacked
advancement on cloud storage capacity. So the union between Rackspace
and NASA was a natural marriage of
technology that spawned OpenStack.
Ray O’Brien, former project manager
of Nebula and current acting CIO of
NASA’s Ames Research Center, said it
took about a month of cutting through
red tape and obtaining the proper
clearances to get the partnership off
the ground. NASA and Rackspace first
met in mid-June 2010 and federal
government approval was granted
in the weeks following, ushering in
a new era of sorts in the way NASA
works with the outside community.
O’Brien said the story is a great
public-private partnership case study.
NASA projects usually involve a
contract or grant agreement. But that
structure doesn’t apply well to an open
source endeavor, so O’Brien’s team
had to get a waiver from standard
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BY BRIAN HEATON | STAFF WRITER

O P E N I N G

U P

THE CLOUD
Could open source code spearhead the next
wave of government cloud adoption?
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OPENING UP THE CLOUD

policy to make the
collaboration a reality.
Getting that approval
wasn’t easy, however.
NASA had used open
source products in its
projects before and also
developed its own open
source technologies and
released them to the public in the
past. But the agency didn’t have a
policy that governed how to partake
in community development that was
predicated on working hand-in-hand
with people virtually over networks
from a variety of different companies.
“That was new and that was a challenge to get that waiver,” O’Brien admitted. “There’s a group here at NASA
that wants to use the success that came
out of OpenStack to push for policy
revision that will allow this to happen
on a broader scale within NASA.”

T

he benefits of open source
cloud computing center on
flexibility, particularly for
state and local government
agencies already vested or looking to
move into a cloud infrastructure.
Curry said there are two things
state and local officials should know
about open source cloud computing. First, it’s an emerging standard
that will be included in the various vendor-created cloud platforms.
Second, in the future, he believes
government IT personnel will be able
to implement their own cloud platforms instead of relying on vendors
and potentially high licensing costs.
“There is going to be some level
of compatibility among all these
different offerings … so when a state
or local government is considering
provisioning technology, they can
ensure that they are not just getting
a Microsoft-flavored or HP-flavored
solution,” Curry said. “There will be
obviously their own value on top of
it, but the kernel will be OpenStack,
which gives them capability and
flexibility between vendors.”

In addition, Curry thinks that IT
professionals across all levels of government will one day have the option of
taking open source code and managing it themselves. Although there will
always be companies that will work
on building professional resources
and services around maintaining the
OpenStack environment, he said, people
will ultimately be able to implement
and run an open source-based cloud
platform on their own if they choose.
“We’re hoping to level off the
playing field here where there is a
more common kernel, and yes, those
vendors will provide additional value,
but there will be much more leverage in the hands of the users to assure
that they will not get locked into one
solution or another,” Curry said.
O’Brien, however, said it was unlikely
that large numbers of state and local
governments would chose to development of their own open source-based
cloud platforms. He said agencies will
likely still choose a vendor, but as Curry
said, if those vendors incorporate open
source code in their cloud technology, government customers will have a
richer set of options at their disposal.
“There is more choice for local and
state governments, and that’s a good
thing,” O’Brien said. “The right choice
might be another product, but those
other products know that they have to
keep pace to be considered an option.
So OpenStack is going to be like any
other product, and people are going
to use it if it meets their needs.”

taking much of NASA’s original internal
development objectives, and the time
is right for the agency to step down.
“This outcome has always been one
of our highest goals for Nebula, and
now permits us to transition from the
role of developer to that of enthusiastic adopter of a broad range of
cloud services, including those based
on OpenStack,” O’Brien wrote.
The news came on the heels of an
announcement by OpenStack earlier
this year that its members were launching a foundation made up of various companies to help fund future
OpenStack community-based projects.
Curry said the sponsoring companies
have been selected and a team is drafting documents to make the OpenStack
Foundation a chartered organization.
He expected the process to take
two or three months, with a goal of
formally launching the foundation
this fall. Curry estimates the foundation’s operating budget will be about
$4 million to help further build the
OpenStack community, maintain an
OpenStack trademark and add further
experts to OpenStack projects.
For example, Curry said the community will discuss if a team should
be hired within the foundation to
maintain a core testing environment
for OpenStack — one that the entire
community can use to test code and
new developments — or whether funding should be spent on an as-needed
basis to help out with key projects.
Although OpenStack is becoming a more formal organization,
Curry was adamant that its core
community of developers will
remain an integral part of developing open source cloud technologies.
“Lots of people in the community
contribute back to the knowledge base,
[and] we want to continue to build
that,” Curry said. “Community is
extremely important to us, and it is an
area where we will continue to invest
in and grow in the coming years.” ¨

W

hile OpenStack started
with a public-private
partnership between
NASA and Rackspace, its
development future will be more community- and sponsorship-driven. On
May 15, NASA announced a new cloud
computing strategy that includes reducing its role with OpenStack development. Instead, the agency will focus on
being more of a cloud service consumer.
O’Brien blogged on May 29 that as the
OpenStack community grows, it’s over-

bheaton@govtech.com
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innovative solutions to old problems and creating compelling
benefits for constituents. To keep up — and prepare for the future
— public sector agencies are turning to next-generation networks
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critical public sector communications infrastructure and carry out the
work of the people.
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A Thought Leadership Profile

Government Meets its Mobile Future
Disruptive (in a good way)
We now expect information to be
available whenever and wherever. Emerging,
disruptive, and technology-centric forces
have a huge impact on our daily lives,
the way we conduct business, and the
government that serves us. These forces—
including analytics, cloud, mobile, social,
and cybersecurity—are creating a new
wave of change. State governments that
embrace these disruptive forces have the
opportunity to create new ways of working
and serving their citizens while at the same
time creating cost savings and efficiencies
for their agencies.
Mobile technology is chief among these
disrupters. Its impact and influence on our
lives is undeniable. Just look at the facts in
the graphic below.

The expectations of a mobile-enabled
society are creating a challenging
and game-changing opportunity for
government. Though many government
agencies feel pressured to embrace mobile
technology and keep pace, they also face
some seemingly daunting challenges:
complex laws and regulations, data security
and privacy requirements, and missioncritical objectives.
Government agencies need an approach
that provides the 21st-century benefits of
mobile solutions so they can embrace this
disruptive change and prepare for the future.

government too. Here are just a few
examples of the endless possibilities:
For government agencies, it can:
• provide health and human services case
workers remote access to case
management information;
• allow emergency responders to receive
real-time information in the field;
• enable police officers to look up licenses
on the spot and finish reporting without
having to travel back to the office; and
• support telework initiatives that can
reduce costs for travel and real estate.

Possibilities with mobile are endless

•

Mobile enablement has demonstrated
its value in the consumer and private
sectors, and it’s no secret that it can benefit

Mobile Fast Facts

85

95

OF AMERICANS OWN
A MOBILE PHONE

ARE UNDER
THE AGE 35

Governments that have already embraced
the new normal of mobile are seeing the
benefits first-hand—what is happening in San
Francisco is a perfect example.
In San Francisco, Calif., it’s estimated that
drivers searching for parking generate 30
percent of all downtown congestion.1 To say
that parking is a problem in this dense city
is an understatement. The Transportation
Department and Federal Highway
Administration are backing a mobile app,
SFpark, to help ease the situation.
The city installed sensors in 7,000 metered
parking spots and 12,250 spots in city
garages that communicate wirelessly with
computers and make parking data available to
SFpark app users. More than 12,000 people
have downloaded the app, and the city hopes
that it will increase convenience for drivers,

PERCENT

PERCENT

55

2014

PERCENT

BY
,
MOBILE INTERNET USAGE
IS EXPECTED TO SURPASS
DESKTOP INTERNET USAGE

OF AMERICANS
WOULD GIVE UP
CAFFEINE BEFORE
THEIR CELL PHONE

For constituents, it can:
allow them to report potholes, street light
outages, and graffiti to a 311 service;
• find government offices and facilities near
their location with GPS technology;
• enable them to renew driver’s licenses,
obtain a hunting or fishing license, and
pay taxes all online; and
• provide a means to communicate
and interact with government at their
own convenience.

SOURCE: ADAPTED FROM THE CALIFORNIA TECHNOLOGY AGENCY’S 2012
CALIFORNIA MOBILITY FORUM
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5 Things
1
4
to think about
when going mobile

reduce environmental impact and congestion,
and improve safety for pedestrians.2
Government employees and constituents
have access to resources and services where
and when they want them in a mobile world.
But to create this environment, government
agencies need to establish an effective, secure,
easy-to-use mobile strategy and interface.
Fortunately, Deloitte Digital is here to help.

•
•
•

A strategy to get you there

•

Deloitte Digital, a global service line
within Deloitte Consulting LLP’s technology
practice, can help government agencies
with their mobile strategies, security, and
applications. Deloitte Digital’s roots as a
creative mobile agency inform their process
and set them apart from competing digital
solutions providers. Deloitte Digital is home
to a diverse team of creative minds and
business aficionados—a blend of left- and
right-brain thinking. This combination of
strengths allows Deloitte Digital to create
innovative public-sector mobile solutions
that can meet government’s specific
requirements, while increasing functionality
and providing a high-quality user experience.
Deloitte Digital’s end-to-end approach can
help agencies in their efforts to align their
mobile strategies with their missions and needs:

Discover
• Visioning workshops & roadmaps
• Enterprise mobile enablement
• End-to-end mobile strategy
• Web & eCommerce strategy
• Dynamic case management strategy
• Concepts & prototypes
Design
• User experience
• Interactive prototyping
• Usability testing
• Creative direction & design
• Brand guidelines

User research
Mobile & web interation design
Prototyping, user personas & wireframing

Build
• Automated BVT (Build, Verify, Test)
• Front-end development
•

•

(HTML5, CSS3, Javascript)
Mobile web, native, hybrid, and
cross-platform apps
Commerce, content management,
and backend system readiness
Edge case, scripted regressions,
and exploratory testing

Evolve
• Usage and performance analysis
• Maintenance and platform upgrades
• Feature build-out and incremental releases
• Management and ongoing operations
Government prepared
for the future
A mobile government is a prepared
government. Mobile solutions can provide
the flexibility and scalability government
agencies need to meet employee and
constituent demand—both now and into
the future. Deloitte Digital has experience
building end-to-end technology strategies
and approaches, and can help you build
a mobile solution that can result in a
more secure and efficient government,
while addressing the expectations of an
increasingly mobile society.
For more information on how
Deloitte Digital can help your government
agency prepare for a mobile future, visit
www.deloittedigital.com.

Start small,
iterate
quickly

You don’t need a
comprehensive
5-year roadmap
off the bat. Start by
addressing specific
areas of need and
make goals attainable.
Technology is always
evolving, so it’s okay
to experiment — even
if it fails — to find a
product or solution
that works best.

2
3

ENDNOTES
1. www.nytimes.com/2011/05/08/technology/08parking.
html?_r=2&pagewanted=all
2. Ibid.

Consider
the user’s
performance/
responsiveness
sensitivity
Always think about
your user and
usability preferences.
Remember the rule
of 3: it shouldn’t
take more than 3
clicks or 3 seconds
to get to a desired
feature. App
development is
an ongoing process
focused on optimizing
the end user
experience.

It’s okay
to play
favorites,
especially within
the enterprise.
You’re not going
to find something
that works on every
mobile platform,
so start with the
platform that’s most
popular with your
target audience.
Keep building and
learning over time.

5

Create a
device support
roadmap
and offer graceful
degradation for
less-capable devices
(e.g. feature phones):
Ensure that your app’s
default functionality
is available across
devices and platforms.
For example, not all
devices have camera
functionality, so make
it optional, not
required, within
your app.

As used in this document, “Deloitte” means Deloitte Consulting LLP, a subsidiary of Deloitte LLP. Please see www.deloitte.com/us/
about for a detailed description of the legal structure of Deloitte LLP and its subsidiaries. Certain services may not be available to
attest clients under the rules and regulations of public accounting. http://www.deloitte.com/us/about

Deconstruct
organizational
silos
Think about the entire
user experience when
developing an app
regardless of which
agency or organization
delivers the service.
When the app is usercentric, it will help break
down organizational
boundaries and silos.

© 2012 e.Republic. All rights reserved.
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RETHINKING

HIEs
Some states scale back health
information exchange involvement;
others forge ahead.
By David Raths

I

N JUNE, THE BOARD of the nonprofit Health
Information Partnership for Tennessee (HIP TN)
announced plans to wind down its operations.
The group was created three years ago to help
Tennessee create a statewide clinical health information exchange. Officials at HIP TN said the state
decided to pursue a simpler strategy that relies on secure
email transmission of health information among providers.
And Tennessee may not be the only state changing
direction. With limited grant funding and tight time
frames, others also are re-evaluating ambitious goals of
creating an infrastructure that would allow searching
for patient records across hospitals and doctors’ offices
statewide. Instead, states are downshifting to more incremental plans that start with enabling email connections
between providers or that focus on supporting state
Medicaid organizations. (HIEs — health information
exchanges — are not to be confused with health insurance
exchanges, which are being set up to allow consumers to
comparison-shop for health plans.)
Tennessee intended to offer enterprise services,
including links to an immunization registry, electronic
lab results for reporting to the Department of Health,
and compiled patient medication histories. “Our plan
was to create a network-of-networks model that would
connect existing RHIOs [regional health information
organizations], not be a replacement for them,” said HIP
TN CEO Keith Cox, who was hired in January 2011 to
run the statewide operation and develop enterprise and
value-added services for the network.
“Tennessee has been a leader in many HIE efforts,
and we have a lot of experience in developing models
of collaboration,” Cox said. “And as a state and a region,

we are following and even anticipating the trends and
visions that have been set forth for almost a decade.”
Although the state received $11.6 million in federal grant
funding to create the HIE, Tennessee officials say the
new aim is to ensure that Tennessee providers meet the
expected information exchange goals of Stage 2 meaningful use criteria of the incentive payment program
funded by the American Recovery and Reinvestment Act
of 2009. The new initiative, known as Direct, will be the
basis, in the near term, to accomplish this.
“The board supported the change in direction and
remains committed to the national vision for an interoperable health-care information infrastructure,” Cox
explained. “It was very disappointing to think we would
wind down after hundreds of stakeholders volunteered
their time to work on an HIE framework,” he added.
“However, all remain passionately committed to making
this work for the state.”
Tennessee’s abrupt change in direction is unusual, but
the frustration expressed there about the difficulty of the

[38]
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CHANGING ROLE.

One challenge that
public-sector HIEs face is competition from private
HIEs being set up by health systems to support patientcentered medical homes and accountable care organizations. In Connecticut, the three main hospital systems
are expanding rapidly by buying hospitals and physician
practices, and building out their own private HIE architectures that are tied to specific electronic health record

vendors. “That is changing the thought process about
the role the state HIE will play,” said David Gilbertson,
CEO of the Health Information Technology Exchange
of Connecticut. “What is the incentive for providers to
connect to us? One is to fill the gaps and offer access to
the providers that are not part of these organizations,” he
said. “Another is to provide access to public health and
Medicaid data. Those are the value propositions.”
A snapshot of the development of statewide HIEs
reveals a patchwork quilt with widely varied levels of
activity and success. Some states have been working on
transmitting health data for almost a decade, although
even these exchanges struggle with financial sustainability. Other states are still doing planning and governance
work. Because the federal funding was part of the stimulus bill, it must be spent in the next year and a half. That
aggressive timeline puts the states in a difficult situation.
“If the question is, can they complete a robust exchange
in that time frame, the answer is probably no,” said Julia
Adler-Milstein, an assistant professor at the School of

THE BALTIMORE SUN / LLOYD FOX

HIE process is common. For instance, in May, California
replaced Cal eConnect, the nonprofit organization created
to develop the state’s HIE. That effort is now led by
the Institute for Population Health Improvement at the
University of California, Davis. Cal eConnect had struggled
with several changes in leadership. A joint statement from
the California Health and Human Services Agency and Cal
eConnect noted that the Cal eConnect board determined
that as a startup with a large board, it was “not able to move
fast enough to implement approved programs.”

Rhonda Hoeffner,
a nurse in the
intensive care
unit of the Johns
Hopkins cancer
center, uses a
computer to
chart patient
information.
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RETHINKING HIEs

Information at the University of Michigan. “But will
information exchange increase considerably? For the
majority of states, the answer will be yes.” However, if any
progress at all on exchange is considered success, that is
setting the bar rather low, added Adler-Milstein, whose
research focuses on policy and management issues related to the use of IT in health-care delivery.
States are being forced to reassess their role in HIE, said
Rick Ratliff, global connected health managing director
for consulting firm Accenture. “Pennsylvania did an initial
procurement over a year ago for planning a fully functional
HIE for the whole state,” he said. That procurement has been pulled, and a new procurement is
likely to be much more modest, he said, taking
advantage of exchange efforts already going on
and with the state playing a much smaller part.
The states that are going to stand up a sophisticated central technology platform are few and
far between, Ratliff said. “But it still makes
sense for them to provide some shared services
such as registry services for chronic disease
management,” he said. States may focus on
a smaller set of core government initiatives
Rick Ratliff, global
including public health reporting. “If the HIE
connected health
can offer visibility into Medicaid members and
managing director of
increasing efficiency on their behalf,” he added,
Accenture, says states
“that can be a key driver.” For instance, the
are reassessing their
Alabama Medicaid Agency has been the lead
role in health informaagency for the development and implementation exchanges.
tion of that state’s HIE plans. And the Arizona
Medicaid program is offering incentives over the next
three years to offset costs for providers to join the Health
Information Network of Arizona.

HIE MODELS.

Adler-Milstein contributed to
a 2012 Robert Wood Johnson Foundation report on the
state of U.S. health information technology. It used a
model created by Deloitte that groups the state approaches to fostering HIE into four types:
Elevator: States with an elevator model focus on rapid
facilitation of exchange capabilities to help clinicians
meet stage 1 of the federal “meaningful use” requirements to earn electronic health record implementation
incentive funding. These states typically start with very
limited health IT adoption and exchange activity locally
or at the state level. Thus, they need to rely on a technical
approach that can be built quickly and does not require
mature infrastructure. Examples of elevators include
Illinois and Wisconsin (and perhaps now Tennessee),
Adler-Milstein said.
Capacity-Builder: These states focus on providing
financial and technical support to bolster existing local
exchanges that have comprehensive geographic cover-

age. Indiana, which already has several mature HIEs,
including the Indiana Health Information Exchange, is a
good example. “It would be crazy for the state of Indiana
to try to stand up something totally new,” Adler-Milstein
said. “Instead, they are using grants to try to get more
provider groups connected to these existing exchanges.”
At a National eHealth Collaborative meeting earlier
this year, John Kansky, vice president of product management for the Indiana HIE (IHIE), said the key to Indiana’s
success is keeping the focus on providing value to customers. “We approach it and sustain it as a business,” he
said. Affiliated with the Regenstrief Institute, the IHIE
connects 90 Indiana hospitals, and 19,000 physicians use
it. Its DOCS4DOCS subscription service provides physicians lab and radiology results in a Web-based inbox. The
IHIE also offers a service that enables hospitals and physicians to electronically share clinical images.
Orchestrator: States with an orchestrator model focus
on building the basic services required to connect existing substate exchanges. A good example is New York,
which has nine RHIOs up and running, and its Statewide
Health Information Network for New York will create a
set of core services that participants will use to exchange
information across organizational boundaries. Another
state that is orchestrating exchange but not standing up
a strong state-level organization is Minnesota. The state
decided to certify and regulate exchange as it develops
in the private sector, said Marty LaVenture, director of
Minnesota’s Office of Health Information Technology.
“Given the limited funds available, it was determined
to support a market-based approach,” he said. “As much
as others may have wanted us to do this in a big bang, we
determined to reduce our risk and do it incrementally.”
The government role is oversight — ensuring there’s a
fair playing field and that privacy and security guidelines
are established and followed. “But we have a fairly thin
layer of governance,” LaVenture stressed. So far, the state
has certified five health information service providers,
including Surescripts and Ability Network.
Public utility: States with a public utility model build
a single hub for exchange focused on providing a wide
spectrum of HIE services directly to end users and to
substate exchanges where they exist. The exchange is
either based inside state government or in a nonprofit
state-designated entity. Such a model is particularly
well suited for small states like Vermont and Delaware
that can obtain sufficient stakeholder buy-in, as well as
states with sufficient authority and resources to build
statewide infrastructure. “Smaller states are more likely
to play a broader and deeper role in the exchange,”
Accenture’s Ratliff said. “There tends to be more willingness for health systems to come together and to
allow a state health department, for instance, to play a
significant role in driving governance and standards.”
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Maine’s HealthInfoNet, which started in 2004, is a
good example of a public utility, even though the organization is nonprofit and sits outside of state government. It’s expected that all Maine hospitals will be under
contract to HealthInfoNet by year’s end and will be
connected by the end of 2013. The exchange also expects
that at least 80 percent of the state’s ambulatory providers
will be connected by 2014.
HealthInfoNet’s executives see one early decision as
critical: the creation of a commingled central database.
(Competing health systems have trouble agreeing to do
that because they see their data as a competitive advantage. Most states are using a federated model in which the
data is stored in separate places and queried from other
locations.) “One key problem with the federated model
is that the data is not standardized,” said Dev Culver,
CEO of HealthInfoNet. “They can’t create a view of the
patient. We put a lot of time into mapping all that data to
standards. In a federated model, that is impossible to do.”
In another example of value-added services it can offer,
HealthInfoNet is launching the nation’s first statewide
medical image archive. The goal is to reduce the cost of
storage and transport of electronic medical images and
make sharing these images possible through the HIE.

LOOKING FOR SUPPORT.

But even
HIEs that are successful in linking providers are still
struggling to create a model of sustainability. The
Delaware Health Information Network (DHIN) connects
all hospitals in the state and 93 percent of providers. Yet
Dr. Jan Lee, DHIN’s executive director, is charged with
finding ways to make the network financially sustainable
once federal and state funding run out. Previously, the
state and private-sector providers have split what federal
grants have not covered, but DHIN will have to identify
value-added services that providers will be willing to pay
for, such as unified medication history reports and data
analytics on population health. This year DHIN had to
go back to the state for an additional $3 million, but Lee

said legislators were reluctant to provide that funding and
basically said, “Don’t come back next year.”
Delaware has been working on HIE for 10 years —
“before it was trendy,” Lee said, and it still has issues to
work through. She believes that states trying
to catch up now face daunting challenges.
“Look at Pennsylvania just to our north,” she
said. “They have not been able to get off the
dime. Issues of competition and mistrust have
sent them back to the starting block several
times. Now they are getting started and only
have 15 months left in the ONC [Office of the
National Coordinator for Health IT] funding
grants. They cannot get connected in that
time,” Lee added. “Dealing with data strucDev Culver, CEO of
ture, consent issues, security, consumer adviHealthInfoNet, says
sory groups, broadband coverage — all this
that a key problem
takes a long time.”
with a federated
State HIE governance organizations are
approach is that data
spending the most time on business cases and
is not standardized.
models for sustainability. It seems that the
most successful HIEs, such as IHIE in Indiana, have
focused on building only those services that stakeholders will pay for. It may be that there isn’t a strong market
demand for statewide services, especially in large states
where several regional exchanges have already been
established. “They should do a needs assessment about
how much demand there is for statewide exchange
across big regions,” Adler-Milstein said.
Maine’s Culver believes his central data repository is
valuable and can make HealthInfoNet sustainable if the
HIE can offer analytics tools around it. “To organizations setting up accountable care organizations, there
is a lot of value in that data set,” he said. “And if we can
demonstrate a significant impact on cost and quality,
then we can distinguish ourselves.” ¨

David Raths is a health IT writer and a regular contributor to Public
CIO. draths@mac.com

10 Questions About HIEs for State CIOs
As state CIOs consider
ways to support statelevel HIEs, NASCIO came
up with 20 questions
that they should consider, here are 10:
• How long will grant
funding last, and
what are key revenue
streams that will augment associated costs?

• How will the HIE integrate into the existing
state architecture?
• Will your state’s privacy
policies become a hindrance to participation?
• Would an opt-in versus an opt-out model
limit possible revenue?
• As the HIE market
becomes more

competitive, what
added services could
be offered that
complement the core
services?
• What technical
requirements will you
need to meet, and
what costs will be
associated with providing those services?

• Will your state
consider multistate
collaboration as a way
to cut costs and provide further value?
• What staff augmentation will be needed to
have the proper workforce in place to plan,
implement and sustain
a state-run HIE?

• What services do
competing HIEs offer
that the state could
leverage?
• Have you reached out
to non-health entities
for financial support?
For example, states
may establish agreements with agencies
or departments about

using a master person
index for the HIE, as
well as the index for all
state transactions.

SOURCE: NASCIO’S “SUSTAINABLE SUCCESS: STATE CIOS AND HEALTH INFORMATION EXCHANGE”
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CIO Central

News, Reviews & Careers
CIO TRANSITIONS
Making a move from the state
to the federal level, Bryan Sivak
left his role as Maryland’s
first chief innovation officer
to become CTO of the U.S.
Department of Health and
Human Services, where he’ll
work alongside the agency’s
CIO, Frank Baitman, who
arrived in March. Previously
Baitman was director of corporate strategy at IBM, served
two years as CIO of the Social
Security Administration, and
was the ”entrepreneur in
residence” at the U.S. Food
and Drug Administration.
Another federal change
came in late May when
White House Cybersecurity
Coordinator Howard Schmidt
retired from public service.
Schmidt was a direct adviser
to President Barack Obama
for two and a half years,
and oversaw the White
House’s first legislative proposal on cybersecurity.
And in mid-July, former U.S.
CTO Aneesh Chopra announced
what had long been rumored
— that he is seeking the
Democratic nomination as
Virginia’s lieutenant governor.
In Virginia, Michael Watson
was appointed to the chief
information security officer
position in mid-April. He
also will serve as the security director for the Virginia
Information Technologies

Agency. Previously Watson
was the agency’s senior manager of IT risk management.
And longtime Roanoke
County, Va., Communications
and IT Director Bill Greeves
recently announced his resignation. Greeves will take
the reins as Wake County CIO
in North Carolina. Greeves
founded MuniGov 2.0, a group
of 800 public-sector IT employees who sought ways to use
Web 2.0 technology to improve
government. Prior to Roanoke
County, Greeves was the IT
director of Hampton, Va.
In more Virginia-related
news, Matthew Arvay, the CIO
of the city of Evansville and
Vanderburgh County, Ind.,
has been tapped to serve as
the CIO of Virginia Beach, Va.,
effective in September. Arvay
has been the CIO of Evansville
and Vanderburgh County since.
He replaces Gwen Cowart,
who retired in December.
In neighboring West
Virginia, Gale Given, a former
Verizon executive with roots
in the state, started her job
as CTO in early June. Given
replaces Kyle Schafer, who
stepped down in March to
take an IT consulting position in the private sector.
New York City CIO Carole
Post announced her resignation in mid-April to become
executive vice president

and chief strategy officer
at New York Law School.
Post was replaced by Rahul
Merchant, a 25-year IT executive from the financial services
industry. Merchant assumed
an expanded position, which
was renamed the chief information and innovation officer.
Utah CIO Steve Fletcher
resigned in May after the
state suffered a serious
breach of health and Medicaid
data. Fletcher had been on
the job for seven years.
Also in May, Iowa Gov.
Terry Branstad named Robert
von Wolffradt the state’s CIO.
Wolffradt most recently was
CIO for Wyoming under former Gov. Dave Freudenthal.
At the city level, Baltimore
Mayor Stephanie RawlingsBlake announced the appointment of Chris Tonjes as the
new CTO in the Mayor’s Office
of Information Technology.
Tonjes was CIO for DC Public
Library, the public library
system for Washington, D.C.,

where he created an iPhone
application and pushed
broadband expansion.
In early July, Newton,
Mass., named Robert Barrett
its first CIO. Barrett was
CIO for A123 Systems Inc.,
a lithium-ion battery developer and manufacturer, and
CIO of Babcock Power.
Chicago CIO Jason DeHaan
left his position in early
June, having worked for the
city for about five years.
In May, Seattle CTO
Bill Schrier stepped down
to become deputy director of the Center for Digital
Government, an advisory and
research organization operated by e.Republic, Public
CIO’s parent company.
In July, San Diego County
CIO Harold Tuck retired from
government service. He joined
the county in 1986 as an
electronic data processing
coordinator for health services,
and played a large role in the
county’s groundbreaking outsourcing arrangement that
began in 1999 with CSC and
continues today with HP. Tuck
joined the Center for Digital
Government as a senior fellow. He’ll provide advice and
support for the center’s mission of helping public- and
private-sector leaders incorporate new technologies.

Carole Post
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MEETING EPEAT STANDARDS
In mid-July, San Francisco
CIO Jon Walton backed
the city’s decision to stop
buying Apple desktops and
laptops after the company
removed several products
from the Electronic Product
Environmental Assessment
Tool (EPEAT) registry. City
employees technically can
still buy Apple products,
officials said, but procurement will be very difficult.
Walton left open the possibility that the consolidated citycounty government can work
something out with Apple.
The federal government,
many school districts and
universities, and some cities
and counties — including
San Francisco — limit their
purchases to products that
adhere to EPEAT, a certification
system and ”global registry
for greener electronics.”
Apple might be withdrawing from EPEAT due
to product design choices
that make disassembly and
recycling more difficult.
Walton tweeted a statement explaining the rationale for the city’s decision. It
appears San Francisco is open
to conversation on the matter:

”The city of San Francisco
has had a rule for a number
of years that requires that
laptops, computers and monitors meet EPEAT standards.
This procurement rule is
similar to the standard used
by other cities, states and the
federal government. Many
manufacturers, including Apple
historically, have hundreds of
products listed on the EPEAT
registry that are compliant
with this rule. Unfortunately
Apple’s decision to have its
products removed from the
EPEAT registry will make it
difficult for city employees to
procure Apple laptops, monitors and PCs in the future.
San Francisco has reached out
to Apple and is hopeful that
a solution to this challenge
can be found in the future.”
Some observers have
asserted that San Francisco’s
move against Apple is only
symbolic, given the city’s IT
budget. According to news
reports, Apple’s products
account for approximately
$45,000 of the city’s total
$200 million IT budget.

NASCIO’S TECH CHAMPION
On May 11, NASCIO awarded Alan Shark, CEO and
executive director of the Public Technology Institute, with
the association’s annual Technology Champion award.
Shark was acknowledged for his efforts and contributions
toward improving IT solutions, policies and practices. He
received the award during NASCIO’s Midyear Conference
from May 8 to 11 in Baltimore.
“Alan has championed and practiced excellence in
technology-enabled management and good government.
He strives to improve state CIOs’ awareness of strategic IT
issues and solutions, as well as identify and promote best
practices and innovations among the states,” said Dugan Petty,
NASCIO’s president and Oregon’s CIO, in a statement.
Led by Shark, the Public Technology Institute draws its
membership from local government executives and elected
officials, and supports research, education, consulting and
recognition programs.
Shark serves as one of nine state and local government
advisers to the Commission on the Leadership Opportunity in
U.S. Deployment of the Cloud — State and Local Government
(known as the CLOUD2/SLG Commission), a group of industry executives helping to formulate recommendations and best
practices for cloud computing implementation in state and
local government.
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Tech Talk: A Conversation with Verizon’s Troy Cromwell
such as creating jobs and bringing new technologies into certain
states. Different entities are also
working together from a technology
perspective — either deploying 4G
LTE networks for broader coverage,
or more solutions around security,
transportation, energy and utilities,
or one-to-one computing in schools.
Disparate groups are increasingly
sharing technology resources.

Troy Cromwell

CAN GOVERNMENT
AGENCIES LEVERAGE THE
CLOUD TO IMPROVE THEIR
OPERATIONS?

Group Vice President
State and Local Government
Verizon Enterprise Solutions

CAN PRIVATE-SECTOR
COMPANIES HELP
GOVERNMENT AGENCIES
IMPROVE COLLABORATION?
We’re increasingly seeing this
trend. Collaboration is occurring
both within and among jurisdictions.
States are partnering with cities
and counties, as well as working
with K-12 school districts and other
organizations on broader strategies,

Absolutely. Many organizations are
virtualizing desktops and IT infrastructure, as well as confronting the bringyour-own-device phenomenon. The
answer to all of these complex initiatives involves bringing the solution,
applications and security together
in a big-data environment. It’s hard
to assess the impact 4G LTE tablets
and devices will have on government
and education markets, so how can
agencies keep enough bandwidth
in their clouds to ensure that appli-

cations operate smoothly, are customer-friendly and meet the needs of
taxpayers as usage expands? When
you centralize applications in the
cloud — especially hybrid or public clouds — bandwidth is easier to
increase or decrease based on enduser demand. Additionally, third-party
cloud providers, such as Verizon,
have the personnel and experts to
manage and secure a cloud environment. Government agencies can
leverage the cloud for more efﬁcient
operations, and it’s important to partner with the right company to do that.

IS GREATER MOBILITY
LEADING TO BETTER
SHARING OF INFORMATION
AND MORE COLLABORATION?
Yes, it is. And we’ll see more sharing. Mobility enables making quicker
decisions — in real time — with better
data and robust analytics. Once you
have a common infrastructure and
platform — which goes back to the
cloud — you’re delivering things like
private app stores to agencies and
clients in a secure manner. Govern-

On the Move
Transit agency expects efficiency gains and other benefits from 4G LTE
DALLAS AREA RAPID TRANSIT
(DART) serves 13 cities, moving
220,000 passengers per day. With its
own police force, maintenance crew,
security systems and more, DART
faces challenging operational issues
on a daily basis. It also strives to
constantly improve the traveling
experience of its passengers. To meet
these two objectives — operational
efﬁciency and customer service —
DART is strengthening its mobile communications capabilities. Enhanced
mobile capability will ultimately enable

customer access to the Internet,
police access to real-time security
video feeds, and improved productivity
and customer service metrics.
DART is testing Wi-Fi for passengers
on its Trinity Railway Express commuter rail service between Dallas and
Fort Worth, which it operates jointly
with “The T.” On buses, DART plans
to add 4G LTE to enable authentication of cashless transactions, streaming of security video and possibly
Wi-Fi access for passengers. DART is

also trialing 4G LTE in its police vehicles to enable applications access,
information sharing and force communications. All these tests are going
so well, DART is planning signiﬁcant
expansion of its use of 4G LTE.
“We really see 4G LTE as a gamechanger, because of its capacity and
reliability,” said Allan Steele, vice president and CIO for DART.
The 4G LTE wireless technology is signiﬁcantly boosting the productivity of DART’s
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ment organizations can then allow
greater access to data, they can
track who’s using the data, and they
can share information more easily.

THE MANAGEMENT OF
MOBILE DEVICES AND APPS
HAS BECOME EXTREMELY
IMPORTANT, CORRECT?
It’s really about managing them, and
also knowing who the users are —
having a process to certify them and
register them when they come into
your infrastructure. It’s also about
managing the intellectual property
that sits on the device. Mobile device
management is a process for keeping the device, applications and data
secure. Also, the speciﬁc device is
becoming less important; it’s more
about making sure you know who
the user is at the end of the device.

DO TECHNOLOGIES SUCH
AS MOBILITY AND THE
CLOUD HELP GOVERNMENT
DELIVER SERVICES MORE
EFFICIENTLY?

Yes, and I think we are beginning to
see the ﬁrst stages of a huge evolution. It’s about knowing your audience.
If you’re a citizen and your device is
registered with a government website, government knows who you are
and can protect your personal data.
That makes it a lot easier to deliver
the information you need, whether it’s
medical information, weather information, or trafﬁc information. As the
cloud becomes more pervasive and
the data becomes more centralized,
it’s easier to analyze data and then
deliver it to the right person at the
right place, at the right time. It helps
government become much more
efﬁcient and productive.

CAN GOVERNMENT KEEP
UP WITH RAPID ADVANCEMENTS IN TECHNOLOGY?
Government agencies that are
looking to improve service to their
constituents will keep up with technology. I see pockets of brilliance in
government, similar to what I used
to see when I managed a commercial business. It’s those agencies

Solution Spotlight Verizon

“I see pockets
of brilliance in
government…
It’s those agencies
that really have
a plan, that
understand what
the endgame
looks like, especially
when it comes
to mobility,
virtualization and
security.” — Troy Cromwell
that really have a plan, that understand what the endgame looks like,
especially when it comes to mobility, virtualization and security. It’s
also understanding where the market is going, and selecting a partner
that shares that vision and has the
personnel, technology and expertise to help that agency achieve
its objectives.

Troy Cromwell is group vice president for state and
local governments with Verizon Enterprise Solutions.
He leads a team of sales, sales engineers and application development experts that develop solutions
for state and local government, and primary and
higher-education customers across the U.S.

police ofﬁcers and ﬁeld-based staff by
connecting them to the data and applications they need to get the job done.
Stronger mobile communications create new opportunities. “We’re saying,
‘If we solve the challenge of securely
and reliably accessing data on a mobile
device, what are the other things we
can do?’ And we’re uncovering those
things almost daily,” Steele said.
DART will have about 580 new buses
equipped with 4G LTE capabilities in the

next two and a half years, which will
enable the use of credit or transit
cards for fare payments. It will also
increase security, as DART’s police
ofﬁcers will be able to view — from
their patrol cars — real-time security
video from the buses. Working with
Verizon, DART is exploring how 4G
LTE can be leveraged to implement
other improvements as the transit agency continues its efforts to
become more efﬁcient and provide
its customers with the best possible
security and service.

© 2012 e.Republic. All rights reserved.

For more information, visit:
http://www.verizonbusiness.com/
us/solutions/public_sector/state_local/.
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FastGov

By Paul Taylor

The Slow Government Movement
In a world focused on faster, better and cheaper, a well timed pause may produce better decisions.

n contrast to the slow food movement, whose advocates say it’s an
idea whose time has come, slow
government has no advocates because
slowness has long been seen as the
problem to be fixed. Advocates of
government reform and innovation
often tout variations of better, faster
and cheaper in making their cases for
change. Better can be hard to measure,
cheaper can be hard to realize, but
faster is always an improvement.
Even when technology is used
to speed up old, tired, unreformed
processes, we call it paving the cow
path. Suboptimal to be sure, but still
better than slow, right? If there is
a copy of Malcolm Gladwell’s Blink
on your bookshelf, you respond as
Tevye (the affable milkman in Fiddler
on the Roof) would: “Of course,
right.” Seen this way, instinct is
pitted against intellect in decisionmaking, and the difference between
brilliance and incompetence is the
speed at which decisions are made.
But perhaps our speed fixation is
itself a rush to judgment. In a trilogy of books drawn from research
on hundreds of companies — Good
to Great, Built to Last and Great
by Choice — Jim Collins has long
emphasized taking the long view:
“Faith in the end game helps you
live through the months or years
of buildup.”
The buildup is too much for some
people. Early in my public
service career, a privatePaul Taylor is the
chief content officer sector member of the state
for e.Republic,
technology oversight board
Public CIO’s parent
quit in frustration, writing,
company.

I

only to back off later illustrates the
point: “It was the oddest thing. In a
world that values speed so much, you
could be slower, yet still be better.”
None of this is to give bureaucracies a pass for getting bogged down
in endless cycles of phone calls
about meetings and meetings about
phone calls, or excuse bad actors

“We made some progress but
the inertia was considerable.”
Frank Partnoy thinks that well
timed inertia may not be all bad. He
is a law and finance professor at the
University of San Diego and author
of Wait: The Art and Science of Delay.
Based on a fresh read of thousands of
research studies, Partnoy argues that

“Better can be hard to measure,

cheaper can be hard to realize, but
faster is always an improvement.
for obstructing progress, but it does
give some hope for the slow and
deliberate pace of government.
Partnoy calls on organizations to
“devote themselves to the long haul,
and the long haul means years and
years and years before they’ll have
true innovation.” It’s a dynamic that
northwest pioneer and missionary Marcus Whitman understood.
His statue stands at the entrance of
the Washington state Capitol and is
inscribed: “My plans require time and
distance.” And such is the defining
attribute of innovation at the speed
of government, then and now. ¨

procrastination or what he prefers
to call “managing delay” in a rapidly
changing and complex world can
actually help with decision-making.
A well timed pause helps make a
person or organization more aware
of their limitations and opportunities. Partnoy may have identified the
underappreciated genius of what is
often a frustrating political process,
demonstrating that many decisions are
better for having “being made at the
last possible moment.” The people at
the top of their game in almost any area
of life, who Partnoy calls “delay specialists,” distinguish themselves as rock
stars by knowing how long they can
afford to “delay before committing is
at the heart of many a great decision.”
He argues that’s true even — or especially — when there is a time crunch.
The experience of trading from what
worked to increase transaction speeds
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book review

The 1% Solution for Work and Life
Review by Karen Stewartson | Managing Editor

hat if you could reach
the very pinnacle of your
profession? For most of us,
this would demand radical changes.
But what if you could make big
improvements in your professional
and personal life by merely trying 1
percent harder? This is the premise
of Tom Connellan’s The 1% Solution.
At first blush, the premise sounds
dubious: How can one achieve major
results through minor changes?
Connellan supports his theory with
data from athletic research, which
shows “the difference between a gold
medal and no medal was only 1.08
seconds, or 0.9 percent.” He writes,
“When you average it out, the difference between exceptional and exceptionally exceptional is 1 percent.”
The idea isn’t just for Olympians;
Connellan says it applies universally,
to everyone from athletes to CIOs. The
author illustrates his principle throughout the book with a protagonist named
Ken, whose life is transformed when he
observes the 1-percent solution in play.
Ken embarks on a journey with six
people from different career paths —
including a physicist, psychologist and,
you guessed it, a former Olympian —
who will each teach him the secret to
their success. The lessons Ken learns

W

are eye opening; however, one of the
most interesting things is that they are
easy to incorporate. Chances are, you’re
already applying some of these principles and you don’t even realize it.
So how do you become a gold medalwinning CIO? Here are six tips from
the book.
• Stop comparing yourself to others.
You can’t be 100 percent better than
everyone, but you can be better at
hundreds of things. The intent is to
focus on you, not others. By doing
this, the focus is on self-improvement.
• Motivation requires action. It’s not
enough to aspire for greatness; you
must take action in order to see
results. Additionally, this is a cycle
— you gain momentum when your
efforts pay off, making it likelier that
you’ll take on the next challenge.
• Set clear goals. In concert with
setting clear goals, you must “choose
to do actions that help achieve
[your] goals (effectiveness), and then
get good at them (efficiency).”
• Practice, practice, practice. Geniuses
aren’t just innately gifted — they
also must work at it. Case in point:
Bill Gates, who practiced programming for thousands of hours, writes
the author. Each time you do something, it allows room for growth and

refinement (think James Dyson,
who made 5,127 prototypes of his
vacuum before he got it right).
• Do it for 30 days. Research shows
that our brains are wired to think in
30-day stretches, so it’s more effective to cultivate a habit by practicing it repeatedly for a month.
• It’s a mindset. Success or the lack
thereof begins with the mind.
Connellan cites research showing
that visualizing yourself performing a task or action produces positive results. An example used in
the book found that the difference in physically and mentally
practicing was only 1 percent.
So if you’re on a quest for professional and personal results, The 1%
Solution offers practical lessons. The
book is a suitable read for the oneperson IT leader, the CIO who needs
to recharge, the discouraged CTO, the
frustrated mid-level manager — or
simply anyone wanting to achieve
more professionally and personally. ¨

NEXT ISSUE:
TThe Compassionate Geek by Don R. Crawley and Paul R. Senness
H
Hard
skills are important for IT professionals, but soft skills humanize tech
geeks. Learn how IT pros can improve their customer service skills by listening
g
and communicating effectively to end users.
a
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cybersecurity strategies

By Dan Lohrmann

Do Over
It’s time to rethink security awareness training.

uick question: What do these
three technology headlines have
in common?
• Global Survey: Malware Attacks
Up Because of Social Media
• 40% of Social Network Users
Attacked by Malware
• More Companies OK With Employees
Using Facebook at Work
Having trouble connecting the dots? If
you add to these the fact that numerous
industry studies over the past decade have
shown that user errors account for more
than 50 percent of security incidents each
year, the picture becomes a bit clearer.
Still struggling to see a connection? Top off this technology fact sheet
with the recent explosion of mobile
devices at home and work, and the
common thread becomes even more
obvious. End-user awareness training is more important than ever.
Nevertheless, it’s almost unanimous:
Our awareness training has failed and
is not effective. Yes, I’m talking about
Michigan, but also local, state and federal
governments, and even most of the
private sector. (Did I miss anyone?)

Q

Awareness Training Deficiencies
Daniel J. Lohrmann
became Michigan’s
first chief security officer and
deputy director for
cybersecurity and
infrastructure protection in October
2011. He served
as Michigan’s chief
technology officer
and chief information security officer.
Lohrmann has
more than 26 years
of experience in the
computer industry.

Here are some of the words
and phrases I’ve heard recently
that describe the vast majority
of current cybertraining offered
to end users: boring, long, death
by PowerPoint, not relevant,
not updated, a check-the-box
activity, not my job, compliance based, a list of do’s and
don’ts, a once-a-year mandate or
simplistic. Perhaps the worst of
all: “It’s a total waste of time.”

New Solutions

Wow! How did we get into this mess?
There are many reasons for our past
failures, including a lack of budget and
leadership, improper understanding of the
problem, enormity of the cultural change
effort, the fast-paced technology refresh
or poor training offerings from industry.
Another problem is that security professionals (including me) prefer to focus
on “sexier” things — like stealth threats,
next-generation firewalls, hacker groups,
advanced forensics training, intelligence
reports, etc. We love funny cartoons that
declare: “You can’t patch stupid.” Sorry
colleagues, maybe the joke is on us.

At the beginning of this year, Michigan
piloted some next-generation awareness
training that received very positive feedback. While the cross-agency pilot group
had less than 50 people and a special
interest in this topic, the feedback was
positive and encouraging. The need was
recognized by all, and the consensus from
leadership throughout government was
that our current situation calls for a new
carrot-and-stick approach. In practical
terms, employees will be required to take
awareness training, but it needs to be
appealing and helpful. The testimonials
after the pilot were mostly positive, with
some staff saying, “It was great. This will
help me at home with my kids as well.”
As for next steps, we are issuing a
request for quotes from the cybersecurity and training communities to
provide us with Web-based awareness
training as a service. We will be tracking metrics in a variety of technology
policy areas to get key points across.
Most of all, we want to change behaviors with interactive content that is
memorable, relevant and fun to use.
This new approach to awareness
training won’t be easy to implement.
Changing culture in a large enterprise
never is. The finish line will continue
to move, and we will certainly have
setbacks. Nevertheless, we can’t go
back to the old, failed awareness model.
Employees are both our biggest asset
and greatest vulnerability. We must
help staff understand the positive
and negative impacts of their online
actions — one person at a time. ¨

Next-Generation Cyberawareness
Regardless of the explanation, one
thing is now clear: The need for new,
effective, enterprisewide security training is enormous. We need an urgent
awareness wake-up call. What would
next-generation training look like?
It must be metrics-based and reduce
enterprise risk over time. The training needs to be consistently updated
and address outstanding audit findings. But lest we fall back into the
same old traps again, let me be clear.
Awareness training must be intriguing,
interactive, short, monthly (or often),
relevant (for both home and work PCs
and mobile devices) and even fun.
No doubt, I have been told by naysayers that “cyberawareness training” and
“fun” can’t be used in the same sentence.
Are these concepts incompatible? I
think we need to start over and learn
from the new generation of educational game creators. We must break
out of the old box placed around training and rethink our entire approach.
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guest column
By Bill Shawver and Jim Bard

Buy Smarter
Eight steps for evaluating cooperative purchase agreements.

ith the challenge to balance
flat or declining budgets while
maintaining service levels and
competitive excellence, government and
higher education financial executives
are looking at every available option to
be more efficient. Aside from salary and
benefits, the cost for goods and services
is the most significant expense for most
organizations. As a result, procurement
departments have an opportunity now
more than ever to play a critical role in
driving down expenses.
Like the departments they serve,
many procurement organizations are
losing positions as a result of budget
cuts, and have fewer training dollars
to build their remaining employees’
procurement capabilities. This environment puts a premium on doing more
with less. One strategy being considered more often these days is the use of
cooperative purchasing agreements.
As background, cooperative purchasing agreements are typically developed
through a competitive process that is
led by a designated government entity.
They generally do not include committed volumes (e.g., they result in indefinite
date indefinite quantity [IDIQ] type
contracts), but may contain volumebased pricing/rebate structures to
deliver more savings as overall contract
usage grows. Cooperative purchasing
agreements can provide better pricing based on aggregated volumes, as
well as dramatically reduce efforts by
procurement organizations to source,
award and administer contracts.
With the option to choose from many
cooperative purchasing agreements
that exist for any given category of

W

goods or services, it can be overwhelming for procurement departments
to determine which agreement is a
good fit for their organization.
We have identified eight steps to
help procurement departments effectively evaluate cooperative purchasing
agreements:
1 / Obtain leadership and legal counsel’s
support to use cooperative purchasing
agreements when the procurement organization can show that it represents the
best value approach for a given category.
2 / Develop a solid understanding of
internal customers’ business needs,
item specifications, historical total
costs and future purchase volumes for
categories being sourced to provide
a good baseline for comparison.
3 / Identify potential cooperative
purchasing agreements when developing the sourcing strategy for a
category, especially smaller categories
that are in the bottom 20 percent of
the spend. The National Institute of
Governmental Purchasing maintains
a list of cooperative purchasing agreements on its website. It also maintains
links to most states’ central procurement authorities, which typically have
listings of statewide agreements.
4 / Evaluate identified cooperative
purchasing agreements and develop a
short list of potential best value solutions. Factors to evaluate include scope,
geographic coverage, contract duration
(including available extensions), awarded
suppliers, requirements/costs to use (if
any), pricing compared to baseline total
costs, terms and conditions, and the
competitive process to see if it meets
applicable statute, rules and policies.

5 / Contact suppliers on short-listed
cooperative purchasing agreements
to negotiate terms and conditions,
and to discuss options to lower the
total costs and additional pricing
discounts/rebates (especially if you
can provide committed volumes or
have a concentrated delivery range).
6 / If a cooperative purchasing agreement provides the best-value solution, prepare the business case and
gain approval from leadership and
legal counsel to award the contract.
7 / Communicate to users the availability
of the new cooperative purchasing agreement and how to best use the agreement.
8 / Designate a procurement resource
to manage the cooperative purchasing agreement, including monitoring
the supplier’s performance, tracking accuracy of pricing and rebates,
resolving escalated issues, assessing
competitiveness of contract annually, and following the end date of the
contract to ensure continuity of supply.
Although cooperative purchasing
agreements are not the best-fit solution
for every situation and category of goods
and services, government and higher
education procurement departments
have an opportunity now more than
ever to evaluate their use to help drive
down total costs and free up resources
for mission-critical operations. ¨

Bill Shawver is chief procurement officer
for Miami University of Ohio and Jim Bard is
a principal with Accenture Management
Consulting’s operations practice.
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CIO2

By Andy Blumenthal

Trophy Kids at Work
How to invest in the ‘lost generation.’

ot long ago, the millennials
(a.k.a. Generation Y) thought
they had it made. As recently
as 2009, the 92 million stars of Ron
Alsop’s book The Trophy Kids Grow
Up expected that the workplace
would greet them with open arms.
That year, corporate consultant
Mike Kraus wrote of his dealings
with one such employee, who had
no prior experience in his position, but believed he should be a
director and have his own office.
Just one year later, Bloomberg
Businessweek documented the fall of
these same young workers, dubbed
variously the “Lost Generation,”
the “Dead-End Kids” and so on,
noting that the people suffering most from unemployment are
young people who can’t grab onto
the first rung of the career ladder.
Indeed, prospects for young workers are worse than ever. According to
the U.S. Bureau of Labor Statistics,
as of July 2011, 49 percent of 16- to
24-year-olds had jobs, down from
56 percent in 2008, and the lowest
since the government started keeping count after World War II.
Struggling to find employment is
painful for everyone. But what
makes it even more painful is
Andy Blumenthal
is a division
when you’ve been told how
chief at the U.S.
great you are all your life by
Department of
State. A regular
“helicopter parents” who will
speaker and
do nearly anything to make
published author,
Blumenthal blogs
sure your self-confidence is
at http://totalcio.
continually nurtured. Alsop
blogspot.com.
Blumenthal’s views
wrote that millennials often
are his own and do
received trophies when they
not represent those
of any agency.
excelled, and sometimes when

N

cies are meant only for guidance.
Third, don’t take them for granted,
even if you think you have them over
a barrel. Their sense of entitlement
is deeply entrenched, for one thing.
Alsop cited a CareerBuilder survey that
showed that more than 85 percent of
hiring managers and human resources
executives feel that millennials have
a stronger sense of entitlement than
older workers. For another, they are
more than willing to change jobs
until they find something satisfying.
Another poll from Michigan State
University and MonsterTrak, which
was cited in the book, said about
two-thirds of this group expected
that they would job surf until they
found something more satisfying.
In the end, all of us want the same
basic things from our jobs: to be able
to pay our bills, find a sense of meaning and make social connections. The
economy is cyclical and will recover.
Now, when things are challenging, we have an opportunity to forge
meaningful and lasting relationships
with our employees. By investing
in our employees’ emotional bank
accounts, we can reverse the negative dynamics of entitlement, rule
breaking and job surfing, and create
the kind of win-win partnerships that
bring both sides enduring value. ¨

they didn’t, to avoid damaging their
self-esteem. Yet today, these same
lavishly praised kids are either out of
work or working at jobs below their
educational level, competing with baby
boomers who won’t retire, and moving
back home just to make ends meet.
At the same time, the number of
people engaged in computer or mathematical occupations is holding steady,
at about 3.5 million between 2009 and
2010. If you find yourself managing
one of them, and that person is a frustrated Generation Y’er in the IT field,
how can you motivate him or her?
First, encourage your employee to
connect with others in person and
through social media. Gen Y’ers grew
up with their parents keeping close
tabs on them, and they expect to
have their supervisors do the same.
According to a 2007 survey by Yahoo
HotJobs and Robert Half International,
60 percent want to communicate
with their boss at least once a day.
Additionally Gen Y’ers “use technology
as their primary means of connecting to a much greater extent than any
other generation,” according to brand
consultancy Landor Associates. And
a recent Accenture poll found that
61 percent of Gen Y’ers use social
networking services even if they aren’t
supported by their IT department.
Second, make sure your technology is leading edge, and let them have
some room to experiment and innovate.
The Accenture survey showed that 87
percent of Gen Y respondents decide
where they’ll work based on their ability to use state-of-the-art technology
and believe that IT rules and poli-
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2012

13th Annual

Tuesday, September 4, 2012
Ballston Spa Country Club | Ballston Spa, NY

AGENDA
11:00 am
12:00 pm
5:00 pm
6:00 pm

Registration
Shotgun Start (boxed lunch)
Reception
Dinner & Awards

TOURNAMENT CONTESTS
• Closest to the Pin
• Longest Drive
Tournament sponsor
Supporting the
Ride4Cops charitable
foundation.

REGISTRATION
Government – $110 per person*
Industry (GTC East Sponsors only) – $195 per person*

REGISTER TODAY at

* A portion of the proceeds will be donated
to the Ride4Cops charitable foundation.

www.govtech.com/gtceastgolf2012
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Get the job done in less time, for a lower total cost.
The NEW Android™-powered Panasonic Toughpad™ A1 tablet
provides a cost-effective, secure, fully-rugged and reliable
solution for state and local inspectors. Just another way we’re
engineering a better world.
panasonic.com/business-solutions
Toughpad A1

©2012 Panasonic Corporation of North America. All rights reserved. Android is a trademark of Google Inc. Job Done_SL_PS_FY12-4

SOLUTIONS FOR STATE AND LOCAL GOVERNMENT
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