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introduction

By Noelle Knell

Operational AI

I

t’s nearly impossible to browse through a tech
publication lately — online or otherwise —
without running across the latest discoveries
in the field of artificial intelligence. Cozmo is an
adorable AI-powered robot companion for kids
that uses things like machine-learning algorithms
(called an “emotional engine”) and retails for
less than $200. Machine learning helps Cozmo
respond to its surroundings on the fly, making its
movements and reactions more lifelike and natural.
Recent experiments set out to test whether robots
could rival humans when it comes to various creative
art forms. In London, a team that included computer
scientists and directors filled a neural network with a
collection of movie ideas, and hired actors to perform
the resulting screenplay. At Dartmouth, judges evaluated AI-created short stories, sonnets and dance music
sets alongside entries from real people. Both cases
prove that coding creative intelligence is especially
complex. In Dartmouth’s experiment, however,
an AI-produced short story fooled one judge, and
the technology will likely continue to improve.
What does any of this mean for public-sector
technology leaders? We’ve been on the road this
year talking to CIOs, in part, about what potential
machine learning may hold for government. As
data sharing aand the resultant analytics projects
continue to mature,
government is drowning in
m
information.
information An interesting conversation is starting to take place around how cognitive technologies could help put data to meaningful use.
In
I June, the White House Office of
Science
and Technology Policy co-hosted
Sci
a workshop
to explore how AI can serve
w
the public good. Lynn Overmann, senior
adviser
to U.S. CTO Megan Smith, chaladv
lenged
data scientists to use available tools
len
to help reform the nation’s incarceration
system,
citing swelling prison populations,
sy
inflated
punishments and spiraling costs.
in

A former assistant public defender, Overmann
outlined the potential for data science to make
change. “We think these types of data exchanges
[between officials and technologists] can actually be hugely impactful if we can figure out how
to take this information and operationalize it for
the folks who run these systems,” she said.
In state and local government, IT leaders see
potential for artificial intelligence as well. Georgia
CTO Steve Nichols suggested that chatbots could
field routine citizen inquiries, saving human
resources for more complex requests. Wisconsin
CIO David Cagigal agreed, noting significant
potential for software that learns from the questions residents pose. “We should learn from every
question and every request they ask,” he said.
“Cognitive learning, or the learning of our experiences, would help us be better providers of service.”
In Texas, CIO Todd Kimbriel thinks health
services and public safety are two areas where
the technology has perhaps the greatest potential. “We have to be able to better anticipate and
predict what services citizens are going to need,
and we have to be able to better predict how
they’re going to want to use those services, and
how they want to consume those services.”
But the most advanced computing power, for
all its potential to make government more efficient, will never replace the role that people play
in making decisions on service delivery, a point
driven home by Michigan CIO David Behen. “It
can give us all the data and all the information to
make great decisions, but we have to make the decisions. We just can’t let the computer spit it out.”
A robot engagement adviser at an Australian university now helps students choose classes, pick a major
and find the best local tacos, boosting student retention
rates along the way. And while it may be a while before
government facilities are “staffed” by robot engagement advisers, it may be closer than you think. ¨

www.public-cio.com
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RISING
to the
CHALLENGE
Three public CIOs confront structural
upheavals and a budget reality that threatened
a major connectivity initiative.

DAVID KIDD
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HEADLINE

Illinois CIO Hardik
Bhatt is charged with
consolidating the state’s
$800 million IT operation
into a new Department of
Innovation and Technology.

PCIO05_20.indd 7

7/7/16 2:09 PM

__________Designer __________CreativeDir.

100 Blue Ravine Road
Folsom, CA 95630
916-932-1300
www.erepublic.com
5

25

50

75

BLACK

CMY grey

95 100

5

T1

25

T2

50

75

__________Editorial __________Prepress

T3

95 100

YELLOW

5

25

50

75

95 100

5

25

50

75

MAGENTA
CYAN

95 100

Page #

__________Other ____________OK to go

RISING TO THE CHALLENGE

You can bet Illinois CIO Hardik Bhatt
isn’t bored. In January Gov. Bruce Rauner
signed an executive order that will consolidate the state’s IT offices into a new Illinois
Department of Innovation and Technology
(DoIT). That’s 1,700 employees and an
$800 million annual budget for IT services
to be controlled by a single operating body
(with input from key agencies on how best
to spend the IT dollars, including alternate
sources for funding, such as federal grant
money, according to the Governor’s Office
of Management and Budget). Rauner’s
State of the State speech declared this a
necessary move, calling the state “a model
of inefficiency and ineffectiveness,” a statement supported by Illinois’ ranking as the
third biggest IT spender paired with low
marks on digital service delivery. Look no
further than the most recent Digital States
Survey, conducted by the Center for Digital
Government, in which Illinois earned a C+.
In a sense this is a second try at consolidation, following a 2003 legislative directive
to merge IT into the Central Management
Services office. That effort petered out
with just 60 percent of infrastructure
consolidated over three years, including data centers, end-user computing and
help desk services. “Either they pushed
back or the effort just ran out of steam,”
Bhatt said of the lackluster efforts from
the previous consolidation attempt.
Infrastructure is a nice start, but with
2,700 apps still running — many redundant — along with 420 ERP systems,
the results were far from spectacular.
Now that DoIT will have significant control
of the state’s IT operations and budget, it
promises to take steps that include reduction
of software redundancy. Why have 11 agencies running 11 different apps to execute the
same function? “We are essentially spending
11 times more than what we need,” Bhatt said.
Beyond the technical elements, Bhatt
has given a lot of thought to his own role.
What’s the state CIO supposed to do in a
project that must embrace so many agency
IT leaders? “They are the 51 percent partner
and I am the 49 percent partner,” he has
decided. “They will be deciding what should
be done, and I will be giving it to them.”
To this end, the DoIT effort is being
supported by a council made up of all agency
CIOs, divided into a dozen working groups

of three to seven members, with each group
responsible for functional elements, things
like enterprise strategy for mobile, cloud,
cybersecurity and agile development. The
idea right now is for the working groups
to identify and address the low-hanging
fruit, such as mobile apps for citizens and
data analytics for better decision-making.
Most employees will remain embedded in their agencies as subject-matter
experts, while technically attached to
DoIT on the org chart. It’s a model that
James Joseph and other agency heads
are supporting. As director of the Illinois
Emergency Management Agency, Joseph
can envision a scenario in which his IT
team comes up short two or three workers due to attrition or hiring issues. “Now
if I have any shortages, there will be crosstraining among all the agencies at the DoIT
level, so there will be people there who
can come in and fill the hole,” he said.
The issues that Illinois is tackling are not
unique. Last November, NASCIO ranked IT
consolidation, enterprise strategies and cost
controls among its top 10 priorities for 2016.
Illinois’ state agency CIOs laud the
changes, with the hope that the new structure likely will mean a new role for the top
information officers. “Now you are not on
the boat alone, trying to be the captain of the
ship on your own,” said Keith Schoonover,
CIO for the Department of Children and
Family Services. “I look at it as me becoming part of a strategic team, combined
with my driving the implementation of
that strategy within my department.”
Bhatt confirms this interpretation, that of a
back-and-forth process between agency technology chiefs and his own emerging department. For DoIT to succeed, there will need to
be a collaborative process that balances strategic development with the ability to deliver.
“My job is to understand the stresses that a
department is under and to bring that to the
strategic table where I can be helping to drive
initiatives within a larger strategy,” he said.
At the agency level, CIOs naturally
would have some concern about whether
the DoIT staff will be ready to help
follow through with those proposed
initiatives. The last thing they want is
a good plan with no follow-through.
To this end, “the biggest thing is the
service-level agreements” between

DoIT and the agencies, Joseph said.
“They are making a commitment to us
that if we need a report run within so
many hours, they are going to make
that happen. With those agreements
we know we will be able to keep our
customer service needs at the forefront.”
In a larger sense, the role of the agency
CIO is as much about the big picture as it
is about the details of implementation. In
the midst of a major overhaul or significant IT undertaking, the lead technologist
needs to be plugged into business needs
as much as technological possibilities.
“Even when the lines on the org chart
change, the job of the CIO still remains
one of being the interface between business and technology,” said Greg Wass, who
left his position as CIO of Cook County,
Ill., to become an adviser to the state on
IT issues, as well as a senior adviser at the
Harvard Kennedy School of Government.
“What’s important is that the vision
really be clear and that the executive leadership be clear,” he said. “Then it is up to
the CIO to embrace the change. In technology the only thing that’s constant is change,
so as a CIO you had better be prepared for
the idea that there will always be improvements, there will always be innovations.”
One of those innovations will be to reorganize IT along functional rather than
departmental lines. The state has half a
dozen verticals including transportation,
education and the like. Bhatt wants to
build an IT structure that better organizes
the technology supporting those verticals
in order to fulfill the customer’s needs.
“How do we make sure that we are
thinking from the customer’s perspective? Someone who is getting services
from the state doesn’t think of a particular
agency or bureau, they just want to think
about the services that they need,” he
said. Deloitte is on contract to help with
best practices in developing this plan,
slated to be completed by mid-2016.
How can Bhatt feel sure that he’ll
hit that timeline mark? It’s because
the DoIT initiative is being run along
private-sector lines, he said, especially when it comes to long-range planning — or, in this case, short-range.
Since Feb. 1, the project has run on
75-day cycles, with the first target being

8
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RISING TO THE CHALLENGE

Wyoming’s $16 million
multi-vendor broadband
initiative avoided budget
impacts from the falling
price of oil by buying
rather than building, according to CIO Flint Waters.

exploratory in nature: an effort to launch a
center of excellence and an initial foray to
explore the Internet of Things. The plan
is to assess the situation more thoroughly
before launching into specific moneysaving initiatives. Why 75 days? “I come
from business and we think in terms of
quarters,” said Bhatt, who spent five years
as Cisco’s Internet of Everything expert.
When large public-sector projects sprawl
and fizzle, “the reason this happens is
because these projects are not broken into
milestones,” he said. Even in government,
efficient planning is possible: A governor
who is elected in November takes office
in mid-January. “If they can get ready to
run the state in 75 days, we should be able
to reach a specific milestone in 75 days.”
There’s an added bonus on the workforce front. If DoIT can hit its milestones,
Bhatt said, Illinois could see a big lift in IT
recruiting — the perennial issue of technology management. “Now they can take a
sense of pride in their work,” he said. “We

want to build an IT department where
everybody wants to come and work.”
Observers give the state’s IT reorganization a tentative thumb’s up. “It’s absolutely
the right direction to take the organization.
… There will be long-term benefits to the
people of Illinois,” Wass said. “Data sharing
across agencies should be much easier when
the people who manage the data are working together in one organization. And better
data sharing should lead to better apps and
better service.”

I

n financial terms, Wyoming CIO
Flint Waters got in just under the
gun. Faced with Gov. Matt Mead’s
proposal to roll out broadband for
all schools and government offices, he
got the $15.8 million job completed in
six months, just before the falling price
of oil took a bite out of the state budget.
Buying, rather than building, helped
the project to scoot in under the wire.

“We didn’t build any fiber,” he said. “We
partnered with all the fiber providers in the
state, and we had all the contracts in place
before the funding was even released, so we
could go ahead as soon as we got the money.”
Those providers had broadband in place
that would cover 48 school districts (that’s
more than 400 individual locations) and
more than 400 state sites. Waters’ new
managed service agreements have been able
to boost Internet speeds in the schools from
5 kilobits up to 200 kilobits per student.
The new strategy broadened competition, taking a delivery system that had
belonged to a single vendor and opening
it to every provider in the state. Providers
could place competitive bids since each
had its own consolidated fiber presence,
thus allowing Waters to decentralize (and
better safeguard) a system whose networks
have previously all terminated in Cheyenne.
Now all termination points are local.
The choice to widen the provider field
came from necessity. In response to the

www.public-cio.com
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RISING TO THE CHALLENGE

COLIN WOOD

Change management is
the most challenging part
of Seattle CTO Michael
Mattmiller’s task of
centralizing 650 of the
city’s 750 IT systems.

state’s original RFP, “no single vendor came
forward with a solution,” Waters said. “No
one came through with all the things I felt the
state needed.”
The new broadband availability came with
a price, as the project drew some $1.3 million
away from other state IT efforts, including
an initiative to deliver greater cybersecurity.
Still, there may be direct ROI derived from
the new bandwidth. Data centers across the
state get free access to the backbone, with
Waters calling that a win-win. The state
attracts data centers, and the centers in turn
are poised to deliver database services, file
services and other commercial programs
to state offices. “If their model is selling
services, this is perfect for them,” he said.

S

eattle IT planners are on a mission
to consolidate most of the city’s
technology operations. The
new Information Technology
Department launched in April and should
be fully operational by the end of 2018.

“We want data-driven, efficient
government. We want to be focused
on serving the people, without being
tied to these silo structures,” said Chief
Technology Officer Michael Mattmiller.
The new department represents the next
iteration in a process begun in the late 1990s,
with the creation of a central body to manage
common services and maintain infrastructure. While a strong start, this effort still
left 750 IT professionals in 19 departments
largely on their own in the development of
function-specific apps. That made it hard to
generate efficiency: Something as relatively
simple as an upgrade to Microsoft Office 365
for email took three years, when it should
have taken six months, Mattmiller said.
Now, the plan is to centralize 650 out of
750 systems in the city’s executive branch.
For departmental IT managers, this will mean
migrating to the role of strategist, as they step
back from day-to-day tasks and take on the
broader role of business relationship manager.
As the IT department comes together,
Mattmiller’s efforts will be devoted largely

to planning. In his role as top strategist, he
will lead conversations throughout the city
to bring leadership on board with changes
occurring within IT. At the same time,
Mattmiller will lead the integration of departmental infrastructure teams to consolidate
networking, storage and compute functions.
A four-month process will develop recommendations and launch an early pilot to
develop shared service desk functions.
It helps that the city is already three
years into consolidating its data center. The
standardization of hardware and networking has proven a good practice run, including the creation of a virtual private cloud
and software-defined networking.
For the CIO, such technical changes
are important. Even more important,
though, is the ability to lead the IT organizations through the move to this
new business model. “Change management is probably the most challenging
aspect of all of this,” Mattmiller said.
adam.stone@newsroom42.com
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Can vendor scorecards cut down on IT project
failures? California wants to find out. B Y D A V I D

for

W

hen NASCIO surveyed its
members about IT procurement in 2015, almost 50
percent had negative opinions about the
process and 70 percent of vendor partners were moderately to very dissatisfied
with state IT procurement processes.
This February NASCIO proposed
several actions states could take to improve
procurements, including removing unlimited liability clauses in terms and conditions
and introducing more flexible terms and
conditions. One idea absent from the list
is an approach being piloted in California:
creating vendor performance scorecards on
IT projects for use in future procurements.
In June 2014, the California Department
of Technology (CDT) began work on
a Contractor Performance Evaluation
Scorecard. A workgroup made up of staff
from the State Technology Procurement
Division within the Technology Department,
the Department of General Services, other
state departments and volunteer members of
the vendor community met several times to
provide input and work out the details. Pilot
projects are expected to begin this year.
In an in-depth interview with Public
CIO, Carlos Ramos, who stepped down as
CIO of California in March, described
the genesis of the project and the progress
to date.
As the CIO’s office fulfilled its responsibility
to provide oversight of the state’s IT portfolio

RATHS

Effort?

and projects, it started to see similar issues or
factors whenever an IT project would go off
the rails, Ramos said. There are many reasons
why projects go bad, but one of them is a lack
of performance on the part of contractors.
“For instance, at the time of bidding, we would
work with well qualified candidates — the A
team,” Ramos said. “When it came time to start
an engagement, however, we were often not
getting the A team anymore. Now some of that
was on us, because procurements take so darn
long, but sometimes it was the contractors.”
Ramos said he took several steps to help
state employees improve, including offering more training and oversight and holding them accountable for performance. “We
thought it was important to extend that
accountability to our contractors,” he added.
Besides providing performance feedback
during a large project, the scorecards also
are expected to be a way for the state to take
into account previous performance in future
procurements, something that has been difficult to do in the past because evaluations were
based on requirements built into the procurement vehicles. “We had no systemic way of
measuring performance and taking it into
account,” Ramos said. “We saw that as a gap.”
While conceptualizing the scorecard, the
workgroup decided it had to include consistent performance measures and be done in
a way that the same thing is measured on
each contract, reporting is done regularly
and consistently, and it needs to be public.

“We have to give contractors the opportunity to dispute or rebut a rating that they
may not agree with,” Ramos explained.
In addition, it was important to include
vendors in the design process. “We went
out to the bidding community and said, ‘We
want to find a way to hold you accountable.
We want to be able to rate your performance,
report on it and use it the next time you
bid, so help us come up with something,’”
Ramos said. “And to their credit, they did.”
As the state looks for pilot projects to test
the scorecard on, Ramos described how it will
work: Once per quarter a project manager
will rate the vendor on a scale of A through F
on key performance indicators aligned with
scope, schedule, cost and quality as defined
in the contract, and whether any shortcomings are the fault of the state or the vendor.
If the vendor wants to dispute the rating,
it will have the opportunity to appeal to the
project’s steering committee. If that committee agrees with the vendor, the rating would
be changed. But if not, the rating would be
confirmed and made public. “This creates
360-degree accountability,” Ramos said.
The CDT will give state agencies flexibility in terms of how much to weigh these
performance scores in future procurements.
For example, one performance question is:
Did the vendor deliver the scope it contracted
to deliver on time? “Those factors may be
of different levels of importance on future
procurements,” said Ramos, “so we are going
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to give folks the flexibility to weight them
differently in a procurement evaluation.”
Despite Ramos’ departure from the
state CIO role, the scorecard is proceeding as planned, according to Teala Schaff, a
CDT spokeswoman. “The CDT continues
to engage its customers and the vendor
community in the development of the policies and procedures of the scorecard and
will continue this path forward throughout
the planned pilot phase,” she said. “The
Contractor Performance Evaluation Scorecard
pilot will include a diverse representation
of new reportable IT projects in California;
however, the state has not approved any
new projects for procurement. Therefore,
no projects have yet been identified to
participate in the pilot phase, although our
commencement is expected this year.”
Not everyone is ready to embrace the
scorecard plan — Ramos admitted that many
vendors have reservations about the idea.
Josh Nisbet, director of government clients
and markets for Deloitte, participated in workgroup sessions and supports the efforts to
improve the delivery of IT projects in the state.
But he expressed concern that when it comes
to measuring the success of projects, they are
still really only looking at vendor performance.
“At the end of the day, if a project is over
budget or late, most of the rearview-mirror
look-back is evaluating the vendor, as opposed
to measuring the performance of the overall team, which includes both the state and
the vendor,” he said. “Those familiar with
the complexity of large projects know there
are a lot of moving parts and interdependencies that impact cost and schedule.”
Nisbet’s primary concern with California’s
plan is that the project director is the person
making the evaluation. If a vendor or consultant wants to appeal that evaluation, the
process dictated by the state takes that appeal
to the same governance counsel or executive body responsible for the project. “Most
vendors would be uncomfortable seeking an
appeal from the boss of someone who gave
them a bad mark; they are not going to view
that process as fair and impartial,” he said.
Nisbet suggested the appeal process take
place somewhere removed from the project.
“Some states that have implemented vendor
performance scorecards, such as Texas, use
state agencies removed from day-to-day
management of the projects to evaluate and

appeal vendor performance grades, infusing
some third-party objectivity into the process.”
Gathering the right data to rate vendors
in a way that would be meaningful in future
procurements is very difficult, said Dean
Kashiwagi, director of the Performance Based
Studies Research Group at Arizona State
University. (Kashiwagi developed the Best
Value Performance Information Procurement
System, which is designed to identify an
expert vendor to handle a project and have
the non-expert customer avoid micromanaging the project.) He has seen examples
of public-sector entities in Europe trying
to include vendor past performance as part
of procurements. “They never get the data
valid enough to actually disqualify somebody,” he said, predicting that California will
also find that the approach doesn’t work.
Dugan Petty, a senior fellow at the Center
for Digital Government and former CIO of
Oregon, served on a task force that made
several IT procurement recommendations
to California in 2013, including the scorecard idea. He said that particularly in the
area of IT procurement, past performance
must be factored in somehow. “You’d do it
in your home. If you hired painters to paint
your house three years ago and they did a
horrible job, you wouldn’t just give them the
job the next time your house needed painting without taking that into consideration.”
But Petty said it’s important that California
make it clear upfront how the ratings are going
to be performed and used going forward.
“You also have to give vendors a chance at
recourse on information you capture,” he
said. “You can’t just go behind closed doors
and decide they didn’t do very well on this or
that element of a project, and use that against
them if they ever bid again on a project.”
Petty, who also previously served as
Alaska’s chief procurement officer, said
the vendors that have a strong reputation of being successful are likely to be
a lot more supportive of the concept.
“Fly-by-night outfits that come in and
low-bid things will get weeded out,” he
said. “You are likely to get higher quality
in terms of performance contractors with
this in place. But the challenge is getting
it set up and being inclusive and transparent in how you engage the vendors.” ¨

Aiming for
Improvement
California isn’t the only
state interested in vendor
scorecards. Arizona is in the
early stages of setting up a
scorecard system to rate all
types of suppliers, including
IT vendors. Judy Wente,
Arizona’s state procurement
administrator and a former
Intel Corp. supply chain
executive, said that in the
private sector, scorecards
are the norm.
“To come to the state and
not have scorecards seems
like a disconnect because
suppliers and the state need
to have a way to communicate
with each other and gain
alignment on how work is
being performed,” she said.
It’s very similar to the
relationship a company has
with its own employees.
“You have to be able to
communicate with each
other, and know what the
baseline is and address
continuous improvement.
They should realize that
status quo year after year
just will not cut it.”
Wente said Arizona would
have to work through the
issues that the California
Department of Technology did
to identify how vendors would
be rated, whether they have
a right to appeal and how the
information might be used in
future procurements. “I agree
there is complexity, but there is
also complexity in the private
sector, so this is not something
that should be unfamiliar to IT
vendors,” she said.
Arizona has signaled its
direction to vendors and
hopes to roll out a version of
its scorecard by this fall.

draths@mac.com

www.public-cio.com
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Making the Shift to an Outcomes-Focused HHS Agency
Four strategies to transition from transactional to transformational

P

eople’s problems rarely, if ever, occur in a vacuum. However, health
and human services (HHS) agencies have historically approached
solving problems by instituting programs that target individual issues
rather than holistically addressing citizens’ often complex and interrelated
challenges. Food stamps are issued; welfare checks are distributed; beneﬁts
are approved; boxes are checked. This traditional transactional model may
ultimately fail the very people it’s trying to serve.
Agencies need a different operational model focused on achieving
outcomes rather than simply executing programs, processes or
transactions. The following four strategies can help HHS transition
from a transactional business model to a transformational one.

1

district considered work histories, individual interests and problems such as
substance abuse or mental health issues. An early evaluation of the redesign’s
initial pilot showed a tenfold increase in work activity among TANF recipients.1
“This approach requires a renewed emphasis on helping families and
individuals climb out of poverty, not just administering a beneﬁts
program,” said Deborah Carroll, former director of D.C.’s Department
of Employment Services.2

2

EMPOWER CITIZENS WITH ONLINE ACCESS

According to a 2015 Pew report, 64 percent of American adults
now own a smartphone and 40 percent of those smartphone
owners have used the device to look up government services
or information.3 Visiting a government ofﬁce to obtain services is an
inconvenience for most Americans, but it’s particularly burdensome — or
even impossible — for low-income citizens who may lack transportation
or not be able to take off time from work.

MOVE AWAY FROM A ONE-SIZE-FITS-ALL MENTALITY
Social services programs exist to help citizens improve the trajectory
of their lives and achieve greater self-sufﬁciency — but this doesn’t
mean every citizen takes the same path to get there.

Realizing this, Washington, D.C., redesigned its Temporary Assistance for
Needy Families (TANF) program after recognizing some individuals had
languished on government aid for years after failing to gain employment.

By providing a Web portal, mobile app or conveniently located kiosk where
citizens can access information, upload documents and submit applications,
government empowers them to obtain services and access to beneﬁts
quickly and conveniently.

The district worked to customize its TANF service delivery based on an
assessment of a client’s speciﬁc needs, including an analysis of strengths
and weaknesses. Instead of providing the same services to every citizen, the

This automation can also free employees from some of the paperwork
burden. This allows them to proactively engage with citizens and provide
services tailored to meet speciﬁc needs, generating better results for families.
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3

USE ANALYTICS TO DELIVER MORE EFFECTIVE SERVICES

Analytics enables government agencies to link various sources of data
for powerful insights. In HHS, this information helps program leaders
decide which approaches might be most effective and target their
efforts accordingly.
For example, the child support enforcement process is typically reactive —
agencies contact non-custodial parents (NCPs) only after they fail to pay.
This process can be lengthy — meanwhile the child and the custodial
parent must struggle with a ﬁnancial burden.
Pennsylvania is turning this model around by using predictive modeling to develop a payment score calculator. The calculator estimates the
likelihood of an NCP paying the court-mandated child support. Based
on the score, caseworkers can proactively keep the case from becoming
delinquent by setting up conferences with the NCP, issuing reminders
via text or voicemail, or even connecting the NCP with education
training or job placement services.4

4

INTEGRATE SYSTEMS TO IMPROVE SERVICE DELIVERY

DAVID KIDD

Social services programs help
citizens achieve greater selfsufﬁciency, but not all citizens
take the same path to get there.

Creating Change Now

Program-speciﬁc systems that can’t share data pose a barrier for
agencies adopting an outcomes-based model. By integrating systems,
agencies can start to gain a holistic view of their citizens and tailor
services accordingly.

Shifting to an outcomes-based model can be the future of HHS service
delivery. By applying these strategies, HHS agencies can start the path
to transformation and create more positive outcomes for their clients,
employees and the community.

For example, in Washington state, the Department of Social and Health
Services’ (DSHS) integrated client database (ICD) contains over a decade of
detailed service risks, history, costs and outcomes. The database was created to offer a single point of reference — where all data about the state’s
social services customers comes together. With information from the ICD,
DSHS can move away from simply executing transactions to understanding which early interventions might make the most impact and which mix
of services will best help each citizen.5

Endnotes
1.
2.
3.
4.

www.dcfpi.org/wp-content/uploads/2012/02/2-23-12-TANF-Reform.pdf
http://dupress.com/articles/human-services-delivery-data-driven-insights/
http://www.pewinternet.org/2015/04/01/us-smartphone-use-in-2015/
http://www.govtech.com/e-government/Predictive-Data-Fuels-Child-SupportSuccess.html
5. https://www.dshs.wa.gov/sites/default/ﬁles/SESA/rda/documents/research-11-162.pdf

Deloitte Professionals Stand Ready to Provide Guidance for the Journey to Transformation
How can an agency move from a transactional model to transformative practices that may bring the most beneﬁt for its clients? It helps to
have guidance and support along the way. Deloitte can work with states to look at challenges from multiple angles. We work side-by-side
with state agencies to develop innovative strategies and insights to help make governments more accessible, efﬁcient and effective through:
9
Modernizing and integrating systems, maximizing the use of
automation, and developing Web and mobile applications
Consolidating programs and fully leveraging business processes 9
to advance agency productivity
9

9
9

Instituting caseload segmentation practices which allow for
more effective and targeted intervention
Leveraging the power of data analytics to improve service
offerings and outcomes
Helping to train and develop the workforce of the future

Deloitte consultants bring the foresight, capabilities, methods and tools that can help state and local agencies deliver the kinds of effective processes, operational reﬁnements and performance improvements that both reduce costs and deliver high-quality, 21st-century services to citizens.

Sponsored by:

To learn more, visit: www.deloitte.com/us/hhs
As used in this document, “Deloitte” means Deloitte & Touche LLP, Deloitte Consulting LLP, Deloitte Advisory
LLP, and Deloitte Tax LLP, which are separate subsidiaries 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.
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Philly’s Evolving

IT Landscape
Controversial changes to Philadelphia’s technology offices
raise questions about what it means to be a CIO and what
kind of organizational structure best enables innovation.
By Colin Wood / Staff Writer

S

tive officer, a role held by former
budget director Rebecca Rhynhart. The
CAO’s office also appropriated some
of the CIO’s innovation responsibilities, leaving more traditional functions
like legacy system upgrades, IT capital projects and the administration of
two franchise agreements to the CIO.
The changes are controversial if for no
other reason than the loss of MONUM
as a symbol of innovation. Philadelphia’s
MONUM spawned experiments like
Textizen, a mobile texting platform to
help working groups sustain audience
engagement, and FastFWD, a publicsafety-centric startup accelerator.
MONUM was seen as a way to foster
innovation in the city, but it only worked
if the office was given a chance to mature,
according to proponents of the model.
But after funding from Bloomberg
Philanthropies ran out, MONUM’s limited
reach became evident, and allowing
that flame to die was the right decision,
said Andrew Buss, Philadelphia’s director of innovation and management.
“They were limited in the sense that
because they were in the mayor’s office,
they were not really embedded well
enough in a lot of the city departments to
have trust with those departments,”
Buss said.

oon after Philadelphia Mayor
Jim Kenney was inaugurated
in January, he gained a reputation in some circles as the AntiNutter, often doing the opposite of what
people believe his predecessor would
have done. The man he replaced, Mayor
Michael Nutter, who held office for eight
years, stewarded over a city that became
renowned for its technological prowess.
It’s still too early to tell whether
Kenney will succeed in upholding that
legacy, but his approach is proving different indeed. Officials herald the new
organizational structure as a salve to the
city’s operational scrapes and a future
vehicle for an innovative 18F-style group.
But Nutter fans claim the CIO role is
being buried in the org chart and that
Philadelphia’s technology effort is flagging.
The changes to Philadelphia’s technology structure and approach are
substantial. They include a new chief
information officer, Charles Brennan, who
was appointed in January; the shutting
down of the Mayor’s Office of New Urban
Mechanics (MONUM); and vast changes
to the city’s overall reporting structure.
Instead of reporting to the city
manager and the mayor, as in the old
administration, the CIO now reports
to a new office, the chief administra-

In May, the CAO’s office became an even
stronger focus of the city’s technology
effort. A two-person open data team and
seven-person Alpha team were moved from
the Office of Innovation and Technology
(OIT) to the CAO’s office following a
“culture change” brought on by Brennan’s
leadership style, the Philly Voice reported.
The two teams were combined into a
new entity called the Office of Open Data
and Digital Transformation that reported
to Rhynhart. City officials explained the
move aligns with the mayor’s vision for
an influential and integrated innovation
and performance arm operating out of
the CAO’s office, while allowing the new
CIO to focus on serving IT solutions to
its customers inside city government.
Chief Data Officer Tim Wisniewski
was also removed from under the
CIO’s office and relieved of his Web
service responsibilities, allowing him
to focus on open data full time.
“I think what’s happening now is actually
good for the city,” said Buss. “The advantage of creating this new office — CAO
— is that it really does have as its central
mission the idea of improving government efficiency in some way. We think
of technology as so embedded in innovation and also in improving processes. It’s
kind of a logical fit in my mind for a lot

16
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of our work to be very closely aligned
with this chief administrative officer.”
In recent years, the CIO’s office has
become a hub of innovation and a cauldron
for brewing internal process improvements.
But in Philadelphia, much of that has been
shifted to the CAO’s office. Rhynhart’s challenges don’t always require technological
solutions, but her job is to improve processes,
so the transition is understandable, particularly for a mayor who, at least for now, is
focusing on internal operations over outreach.
And improving Philadelphia’s operations is keeping Rhynhart busy. Her office
is modernizing procurement through
the launch of a small-bid platform called
Dispatch, building an electronic submission system, creating a more user-centric
website through Alpha, and updating the
city’s capital and space management.
Rhynhart may not be a technologist, but
she has an affinity for detail. Despite the
criticism for his organizational changes,
Mayor Kenney may just know what he’s
doing. Rhynhart’s vision is a government
that allows innovation to spread quickly.
“The idea is that once the Alpha website
is finished,” she said, “then that team can
function almost like the way 18F functions and can be an internal consultant
to other departments around the city.”
It’s still too early to judge how well the
city’s new approach to technology and
innovation is working, according to former
Philadelphia CIO Adel Ebeid, who estimates
that the city has until early fall before any
criticism may be warranted if there’s not a
clear vision and road map in place by then.
“From having worked 28 years in government, the head of technology really needs
to be wired to the person who’s driving the
agenda. And sometimes it takes a while to
figure out what the right balance is between
keeping the lights on and innovating with
intent moving forward,” said Ebeid.
The emergence of titles like the
chief digital officer or Philadelphia’s
CAO raises questions of what all these
roles mean, how they fit together and
where priorities should lie, he said.
“Time will tell if that’s really a brandnew role with a brand-new portfolio or
if that’s the CIO reimagined,” Ebeid said.
“I really think the three most important
things are the executive courage to make

things happen, the recognition that technology is important for cities to move
forward and [that] innovation is important
to modernize the services that government
offers to citizens. As long as those three
key ingredients are intersecting, I think
technology in that city should flourish and
go way beyond anyone’s expectations.”
Philadelphia evolved into a technology
powerhouse thanks to the former CIO’s
close working relationship with the previous mayor, according to Rich Negrin, the
city’s former managing director. Technically,
Ebeid reported to Negrin, but in reality
it was closer to a dual-reporting role, he
explained, where Ebeid had much more
direct contact with Mayor Nutter than
any other commissioner. That structure
was created to emphasize the role of
technology and innovation in the city.
Improving processes internally is important, Negrin admitted, but working with
external partners and building relationships with the community should be a
city priority too. Philadelphia had a set
of innovation initiatives underway — a
Mayor’s Innovation Fund, the Philadelphia
Social Innovations Lab and an Innovation
Academy, as well as community outreach
programs for STEM education and hackathons — that needed further nurturing.
“Are they doing any of that stuff? They’re
not,” Negrin said. “Folks are paying attention to this because what the administration
could have done, and what I really hope
they’ll do … is if they could build on what
we did as a foundation, not unravel a lot
of it. And some of it’s being unraveled.”
CIO Charles Brennan said he’s confounded by these criticisms because things are
much better under the new structure.
He explained several misconceptions
people have about the new structure,
the changes to his office and the future
of innovation in Philadelphia. Reporting
directly to the mayor, for instance,
would not be favorable, Brennan said.
“I think I get a bigger say in a way,
because Rebecca meets with the mayor
on a regular basis and concerns that I
have go through her, and I’ve been here
five months now and I can tell you I
have not had one issue,” Brennan said.
According to Brennan, a comparison
of the two mayors’ organizational charts

reveals that while the structures are vastly
different, the CIO reports to a similar
role in both cases — the city manager
in former Mayor Nutter’s case and the
CAO in Mayor Kenney’s case. Kenney’s
city manager oversees many more offices
than Negrin’s did, so reporting to the city
manager would also not give the CIO
enough face time, Brennan pointed out.
“I think what [Negrin’s] looking at is
a structure that he’s not familiar with
and never worked under,” Brennan said.
“So, I don’t know how he would ever
know how things are working here.”
As for criticisms that the city’s innovation
functions are being shut down, Brennan
responded by saying that it’s simply not
true, and that everything is still operating the same as it has been or better.
“The only thing we do with the Innovation
Lab is we open it up to more people to use
it than had been used before,” Brennan
said. “It’s still exactly where it is, it’s got the
same equipment in it, the same people, and
more still use it. The Innovation Academy
is going to go forward and we’re going to
have an outside vendor do that because our
long-term plan is to bring that inside.”
As for the employees who were
upset by the culture change enforced
upon Brennan’s entrance, the CIO
defended his decisions, particularly his
enforcement of the city’s rule requiring employees to work in the office.
“I think it’s a much more collaborative
atmosphere when people work together;
working remotely, I don’t think it’s necessarily a good idea for the city now.”
The most important thing is that
OIT serves its internal customers well,
and their customers are much happier
with this new arrangement than they
were under Nutter, Brennan said.
“My customers are the police department, the fire department, licenses
inspections, the water department,” he
said. “When I go around to my customers, the ones that I have to be successful for, they will tell you universally that
they like the approach we are taking
in this administration, which is for
me to serve their needs. They set the
agenda. I carry out the agenda.” ¨
cwood@govtech.com

www.public-cio.com
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California has more than 9 million
children and more than 22 percent
of them live in poverty, according to
the Child Welfare League of America.
Looking after the welfare of the state’s
youngest residents is a gargantuan
task. To manage the country’s largest child welfare system, the state’s
Department of Social Services (DSS)
employs nearly 20,000 social workers and staff, and uses a mainframe
system built in the 1990s that relies
on technology from the 1980s.
Last year, DSS began work on an
RFP to modernize the system. But rather
than use the traditional “big bang”
methodologies that have pervaded
enterprise IT system development, DSS
opted to procure and build the system
in separate pieces or modules. It was
a bold move for a large system that
could end up costing tens of millions
of dollars. But the change in development will generate value more quickly.
The department had forecast that
under a single systems integrator using
waterfall development methodologies,
it would have taken two years to go to
contract and another three-and-a-half
years to reach implementation. “We were
looking about five to six years out from
providing new functionality to our child
welfare professionals,” says John Boule,
director of California’s Office of Systems
Integration. “We have to do better.”
By developing the new system iteratively, Boule predicts that working software
will be ready by next year.
Modernizing enterprise IT systems
is full of legendary tales of frustration.
States have poured huge sums into
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22 Overcoming
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systems that take as long — if not longer
— than what Boule originally projected
for the state’s child welfare system, only
to have a solution that fails to work as
intended. Worse, the technology is out
of date by the time it finally rolls out.
More than 20 years ago, the Standish
Group, an IT research advisory firm,
issued its “Chaos Report,” which estimated that 31 percent of all IT development projects are canceled before
completion. Of the finished projects,
nearly 53 percent end up costing 189
percent of their original estimates. Much
of the blame, according to Standish,
was due to big bang, waterfall methodologies. Today, the risk of incompletion,
outright failure and massive budget
overruns still resonates throughout
IT projects in the public sector.
But the need for modernization
couldn’t be stronger. Half of all state
and local IT budgets go toward maintaining creaky systems, estimates the
Center for Digital Government (CDG).
Meanwhile, customers are irritated when
they have to use these systems, and
the employees who know how to run
them are retiring in record numbers.
Given the need to modernize and
the frustrations with how new development takes place, states and localities are looking at new options. This
research report will examine how
government agencies can modernize
enterprise systems more quickly and
will provide some examples of how it’s
being done. Most importantly, it will
discuss best practices that show how
iterative, agile IT development can take
root and flourish in the public sector.
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The Modernization I
Government enterprise IT systems,

that represents half of their total IT
budgets. More worrisome, the workers
needed to maintain those aging
systems are heading for the door as
they retire at unprecedented rates.
New York CIO Maggie Miller told
state lawmakers earlier this year she
expects to lose 25 percent of her staff
to retirement in the next few years.
The public sector’s slow pace of
modernization has sparked growing
frustration, particularly as technology
itself evolves at an ever more rapid
rate. “In government, we are really
faced with a history of projects that
take a long time and when they are
done aren’t close enough to our
requirements,” Palo Alto, Calif., CIO
Jonathan Reichental told Governing in
2013. “We need to look at ways to move
from idea to execution much faster.”

these systems, overall development
has been conservative and traditional,
involving big bang, waterfall practices
that have proven slow and sometimes
risky. As California discovered when it
decided to modernize its child welfare
system, it can take years to put new
technology in the hands of workers.
With technology changing at an
exponential rate, waiting three to five
years for a new system ends up costing
government in terms of innovation.
It also impacts how government
handles new regulatory requirements
and changing business needs.
There are other reasons why
government can’t wait so long to
modernize its IT systems. According
to CDG, state and local agencies
spend $37.5 billion annually to
support outdated systems, a sum

like so many other public sector assets,
are built to last. And just like fire trucks,
police cruisers, buses or subways,
computer systems tend to be special
and expensive. In the 1990s, state
governments went through a wave
of IT modernization, building largescale, enterprise systems to manage
finances, social services and a host
of other key government operations.
Following the millennium, another round
of modernization took hold as e-government initiatives pushed IT into new
endeavors, such as web portals and
customer relationship management
(CRM)/311. Today, many of these enterprise systems are inefficient, expensive
to maintain and not customer friendly.
While governments have sporadically
updated and modernized some of

The Landscape:

31%

Lots of old systems

Public CIO’s 2016 enterprise systems survey shows the bulk
of state and local government respondents are using old
technology. Over 60 percent said more than a quarter of
their key systems need upgrading.

24%

22%

What percentage of your enterprise
IT systems need to be updated?

10%

8%

5%
1%
None

All of them

76-99%

Don’t know

51-75%

Up to 25%

26-50%
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Imperative
The Impact:

The Challenge:

Inflexible and
disconnected
technology

New systems are expensive — so are old ones
CDG regularly interviews state agencies to understand the cost of deploying
and maintaining enterprise systems. The following data, collected in 2015
and 2016, gives insight into the price tag for recent modernization projects,
along with the cost of keeping current systems running.

State enterprise
resource planning
(ERP) systems:

$70m

Which of the following legacy
system issues are a serious
concern to your agency?

State integrated
tax systems:

$34m

$7m

Median cost
for deploying
a new system

Modernizing enterprise systems
certainly comes with a price tag.
But there also are costs associated
with failing to upgrade — and they
go beyond just dollars and cents.

Median cost
for deploying a
new system

Median annual
cost for operating
and maintaining
an existing system

Inability to integrate with other
technologies
56%

$2.3m
Median annual
cost for operating
and maintaining
an existing system

High maintenance costs
38%
Problems meeting reporting/data
sharing requirements
36%
Hard to recruit qualified personnel
to maintain legacy systems
32%

$107m $8.6m
Median cost
for deploying
a new system

Difficulty in responding to evolving
employee/constituent needs
31%

Medicaid
management
information
systems (MMIS):

State
integrated eligibility
systems (IES):

$50m
Median cost
for deploying a
new system

$19m
Median annual
cost for operating
and maintaining
an existing system

Limited ability to automate
regulatory and business rules
26%
Frequent outages
11%
SHUTTERSTOCK.COM

Median annual
cost for operating
and maintaining
an existing system

Poor user/customer experience
30%
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e think Your Approach
Both the public and private

first articulated in a 2001 document
called the Agile Manifesto, which
is still used today. The manifesto
has four values: (1) individuals and
interactions over processes and
tools, (2) working software over
comprehensive documentation, (3)
customer collaboration over contract
negotiation, and (4) responding to
change over following a plan.”
Agile differs in several ways
from traditional waterfall software
development, which produces a full
software product at the end of a
sequence of phases, according to the
GAO. For example, the two approaches
differ in the timing and scope of software
development and delivery, the timing
and scope of project planning, project
status evaluation and collaboration.
When it comes to timing and scope,
agile projects produce software in
iterations of one to eight weeks in
duration, with each segment providing
some functionality. These iterations are
small in scope and typically produce
a single function. For each iteration,
a team identifies requirements, and
then designs, develops and tests the
software. Iterations are combined
into releases. In contrast, waterfall
development proceeds sequentially
with no consistent or fixed duration to

sectors recognize the risks with largescale, big bang IT development projects.
To counter this problem, IT organizations have begun breaking larger
projects into smaller, more modular
development initiatives. In essence,
software development is a continuous
process, with developers and end users
seeing results at shorter iterations. This
gives everyone a chance to evaluate
the results and make modifications,
if necessary, before the entire project
has gone too far down the tracks.
In 2010, the federal government
began advising its agencies to break
down IT projects into more manageable
chunks and to deliver functionality
on a quarterly basis. The Office of
Management and Budget (OMB), which
oversees agency spending, specifically
cited agile software development as
a means in which agencies could
produce software in increments. In
a report to Congress in 2012, the
Government Accountability Office
(GAO) provided this definition of agile:
“More a philosophy than a
methodology, Agile emphasizes this
early and continuous software delivery,
as well as using collaborative teams,
and measuring progress with working
software. The Agile approach was

produce a complete system, according
to the GAO. That kind of development
process can take several years, with
each waterfall phase addressing a
single step in the development cycle.
Only at the final phase is the software
tested and reviewed for compliance.
In Maine, agile iterations of software
development are done in three-week
sprints, according to Josh Karstens,
director of the Project Management
Office in the state’s Department of
Information Technology. The business
end user is shown a demonstration
of what has been built. “So, that way,
if they see something that needs
to be changed, the agile process
allows us to do that,” he says.
Collaboration is another key element
in agile development. In order for
iterations to advance through design and
testing at frequent intervals, end-user
departments work closely with technical
staff. Design teams set tasks and due
dates, and coordinate with the end-user
stakeholders to complete the tasks and
deliver an iteration for demonstration and
testing. “When it comes to agile, you not
only have to understand the problem
you are solving, but also the customer,”
says Karstens. “Within agile, it’s really a
collaborative project with the customer.”
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Under Construction:
Modernization is happening
The recession may have put the brakes on system modernization, but activity is picking up now.
Sixty percent of survey respondents say they’ll modernize up to a quarter of their systems within
18 months. More than 20 percent expect to modernize between a quarter and a half of their
enterprise systems during that timeframe.

What percentage of your enterprise IT systems will be modernized over the next 12 to 18 months?

60%

2%
None

21%

Up to 25%

26–50%

4%

2%

2%

51–75%

76–99%

All of them

10%
Don’t know

Agile vs. Waterfall
Agile

Waterfall
Development is sequential with
no fixed duration to produce a
complete system.

Work is broken into small-scale
segments, which are completed
in 1 to 8 weeks.

Working software isn’t available until
the end of the project.

Each segment provides a working
piece of software.

Testing and user acceptance happens at
the end of the project.

Testing and user acceptance happens
as segments are completed.

End users are engaged mostly during
planning and testing phases.

SHUTTERSTOCK.COM

End user involvement is constant
and intense.
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BIG DATA ANALYTICS FOR

SMART GOVERNMENT
TERADATA HELPS state, local and federal government
agencies get more value from data than any other company.
Together, our big data analytic solutions, integrated marketing
applications and team of experts help organizations leverage
their data to gain greater, more meaningful insights into
agency outcomes while optimizing service delivery and
citizen engagement.

potential of data and help decision-makers achieve actionable
insights. By applying the right technology to the right analytical
opportunities, government agencies can effectively do more by
knowing more. Our capabilities include:
•
•
•
•

It’s a new operating environment for government agencies. The rise
of big data, a shift to smart mobile devices and a dramatic increase
in cyberattacks is forcing organizations to rethink how they conduct
business. From concerns around cybersecurity, fraud detection and
emergency response to transportation analytics, census taking and
health care initiatives, the demand for getting the right information
to the right people at the right time is on the rise.

Integrated data warehouse
Data discovery platform
Data staging and archiving platform
Integrated outreach and communications
management platform

With more than three decades of successful implementations,
we’ve incorporated our best practices into a patented, proven
methodology. Our approach relies on integrated processes,
customized tools and quantiﬁable metrics that demonstrate
quality and value during each phase of the solution life cycle.
Each project is planned and executed to maximize ﬁnancial
return by accelerating appropriate development cycles to
decrease time to market.

Now more than ever, that means choosing strategies and
technologies to drive deeper insights and empower agencies
to answer new questions so they can make smarter decisions
to serve citizens more efficiently.

With the right tools, government workers can properly collect,
process and analyze information, so they can ask the right
questions to better serve their constituents.

THE TERADATA UNIFIED DATA ARCHITECTURE ™
Teradata solutions are based on the Teradata Uniﬁed Data
Architecture™ — a suite of services, platforms, applications
and tools that, together, are uniquely designed to unleash the

WHAT WOULD YOU DO IF YOU KNEW?™

Find out how we can help your organization become safer,
smarter and more engaged at www.teradata.com/government.
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States Get Agile
More state agencies are using agile m
methodologies for
ic C
enterprise system deployment. Public
CIO talked to state
urin the 2016
CIOs about how they’re using agile during
NASCIO Midyear Conference. Here’s what tthey said.

Stu Davis
Ohio

Rich Kliethermes

I think the best part about agile
development is the engagement
of the business from the get-go.
They’re right in the middle of it
the whole way through. They see
the results. We can reset if it’s not
what they wanted. We’re not 18
months out going, “Oh, this isn’t
going to work.” Which is kind of
what we would do in the old days.

Missouri
Like a lot of states, we’re transitioning from
waterfall to what we humorously call “wagile”
— so it’s a combination of waterfall and
agile. Agile is both a methodology and a
mindset — and that has to be understood by
our business partners who are working with
us on these projects.

Michael Cockrill
Washington
As we started to talk to agencies, I saw
tons of patches of agility. So we’re really
focused on nurturing that agility, rather than
trying to do a top-down transformation.

James Collins
Delaware

David Behen
Michigan

PHOTOS BY: DAVID KIDD

When people start talking to me
about projects that are going to
take four years, I just doze off. We
work in technology and everything
is moving exponentially faster. So
we’re certainly doing hybrid agile,
we’re doing pure agile — it depends
on the project. But I’m saying, can
we deploy something in 12 months?

The waterfall approach was good for some
things, but we think that agile makes a
lot more sense because you’re so much
more engaged with your customer. There
are challenges with it too, around training
staff and educating customers. But we’re
definitely moving more into agile.
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LEADING THE WAY IN
CRIMINAL JUSTICE REFORM
TO IMPROVE LIVES
Modernized IT system provides New Jersey Courts
with more insight into offenders — faster.

he people of New Jersey have spoken, voting to eliminate bail for crime suspects in most cases. The idea is to
release non-violent suspects who pose little ﬂight risk quickly
— and who often can’t afford bail — but detain dangerous
offenders while they await trial, even if they can post bond.

T

In addition, Pegasystems will unify and analyze all relevant
materials on the defendant’s case in a single platform,
empowering judges with the information they need, when
they need it.

The new law takes effect in 2017, with a pilot program
launching in 2016. To succeed, court officials face hiring
hundreds of new employees.

Paying for Itself
McCarthy is already predicting full return on the technology
investment within a couple months of program launch.
And he says the solution will reduce new hires needed by
at least one-third, saving up to $15 million annually.

To reduce those costs and help judges make more informed
decisions, New Jersey Courts is implementing a business
process management and risk assessment system on a
uniﬁed enterprise platform. An application called Public
Safety Assessment will crunch the courts’ existing data to
help determine whether the person is dangerous or a ﬂight
risk, says Jack McCarthy, CIO for New Jersey Courts.

State leaders are looking into other areas where automated
risk assessment can provide critical insights, such as
background checks on adults living in a home when placing
a child or evaluating the necessary level of supervision for
probation candidates.
“We’re like a toddler who just stood up and took our ﬁrst
few steps,” McCarthy says of modernizing the state’s
existing technology. “We’re already seeing huge beneﬁts.”

The technology, built on Pegasystems, culls records from
the courts’ vast legacy systems using approved business
rules determined by a third party to automatically provide
a numeric score based on past behavior. Did the suspect
attend previous court dates? Has he or she committed
violent crimes? Not only will the system offer New Jersey
Courts insight into who to release or detain, it will also
reduce employee time spent manually assessing each
defendant. What once might have taken a few hours can
be done in seconds.

To learn more, visit:
www.pega.com/government
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Perpetua
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Another aspect of the non-traditional IT modernization
movement is the concept of software or a system in the beta
development stage for an extended or indefinite period of
time. The idea has its roots in open source development,
where “release and release often” has been the mantra. Tim
O’Reilly, an open source advocate, has pushed the idea
of perpetual beta, in which users of the software become
co-developers and the software is developed in the open, with
new features added over time. O’Reilly has pointed to several
major software services, such as Gmail, Google Maps and
Flickr, that have kept a beta moniker on their sites for years.
In government, the use of perpetual beta development has
taken hold in the area of web portal redesign. State and local
governments have been stepping up efforts to reduce the
clutter and complexity of their websites, some of which have
tens of thousands of pages, and many of which never see the
light of day. Meanwhile, many of the sites are weighed down
with videos, audio and plugins, slowing their response time
and leaving users frustrated. Most importantly, the first versions
of most government websites were designed with content
organized by department, not by user need, a shortcoming that
many jurisdictions realize is limiting and confusing to citizens.
To modernize, design teams are trying the perpetual beta
approach to improve not just home pages, but the entire
website. The city of Philadelphia is overhauling its website
and has dubbed the operation “alpha.phila.gov.” The existing
site has more than 66,000 pages of content organized by
department. To find information about property, for example,
users must visit five web applications. The new website, called
“alpha” rather than “beta,” will flip the way content is found,
organizing it based on user need and making it simple to find.
The city of Boston took a similar approach. Like
Philadelphia, Boston’s existing website is loaded down with
content, some of which seems locked in a labyrinth. It has the
classic look and feel of a city website, with a three-column
home page featuring drop-down menus, photos and plenty of
buttons to click. But the beta version of the city’s website is
so clear of clutter it’s startling: just a single photo of the city’s
skyline with a few words and one menu button in the corner.
Lauren Lockwood, Boston’s chief digital officer, prefers
to call the new site a pilot. But whether it’s beta or pilot,
the new site “is quite obviously not a finished product,”
she says. In fact, the early version of the new site had just
four pages to it, compared to the more than 20,000 that
comprise the existing site. “It’s important that the website
is never done,” she says. “We should never be waiting until
something is done.” But the idea is to test new ways of
interacting with users and to generate feedback that can
make it better. The subtitle for the project aptly puts the work
as the “testing grounds for the city of Boston’s website.”

ual
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PeerDriven
Plays
Here’s what agile and iterative
deployments look like in the real world.

SHUTTERSTOCK.COM

Government agencies have been somewhat slower than
private businesses to adopt agile and iterative development
techniques on a large scale. But that’s changing as public CIOs
seek to speed up development cycles, reduce project risk and
boost collaboration between end users and software developers.
Here’s how government jurisdictions are using agile and modular
approaches to get better results in a range of enterprise projects.
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Medicaid’s Modular Future
Ask someone what might be the biggest enterprise IT system in state and local
government and the answer will likely have to do with Medicaid, the largest
non-educational program run by state governments. Medicaid management information
systems (MMISs) , the key technology behind the processing of Medicaid claims
and the costliest IT component in the health insurance program, have been built
in the traditional big bang approach. As a result, they have suffered from the types
of problems that this kind of development generates. A 2012 analysis done by the
state of Colorado found “21 of the last 21 MMIS implementation projects over the
last 10 years have been late, over budget, failed or some combination thereof.”
To break this record of IT failure, the Centers for Medicare and Medicaid Services
(CMS) recently changed its funding rules so states could deploy new MMISs in logical
pieces or modules. Modularity gives states a pathway toward the incremental implementation
of these systems. In addition, the CMS encourages states to use existing commercial
software and/or cloud-based services as they create these modular systems.
One of the states to take advantage of the new rules is Wyoming, which is moving
toward a modular, Medicaid-as-a-service solution. The Alabama Medicaid Agency has
also embraced a modular framework for its new eligibility and enrollment system. The
developers worked with Medicaid staff using an agile design methodology to create
the system in an iterative and incremental fashion. Completed in 2013, the new system
was launched on time and is expected to save $20 million in state and federal funding,
according to the Alabama Medicaid Agency.
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Building a Foundation
for Successful
IT Modernization
State and local agencies are using more than half of their IT budgets to
maintain outdated systems according to research by the Center for Digital
Government. The need to modernize — and quickly — is clear. But the path
to modernization can be murky. Cost overruns, missed deadlines and even
project cancellations are common hazards.
IT projects across government are unique. Human services, transportation,
motor vehicles, finance and more will all have distinct requirements and
specifications. However, the successful approach to modernization is
remarkably similar regardless of agency or IT system.

Yogi Berra
once said,
“If you don’t
know where
you are going,
you might wind
up someplace
else.” And so
it goes with
IT projects.

Well-Defined and Designed for Manageability
Project success must be built-in from the beginning and projects must
be well-defined and designed for manageability. Mathtech believes there
are seven critical components to every IT modernization. By confronting
these components, IT leaders can build a foundation for success.

For more information, visit www.mathtechinc.com/pcio

Mathtech’s 7 Critical Components of IT Modernization Projects
Goals and Vision

Project
Implementation
Strategy

Yogi Berra once said, “If you don’t know
where you are going, you might wind
up someplace else.” And so it goes
with IT projects. The foundation for any
successful modernization project is for
leaders to understand where they want
to go. Mathtech helps agencies develop
a vision that addresses the needs of their
agencies and stakeholders.

Projects must have a thoughtful
plan and be designed for
manageability. Mathtech helps
leaders identify project phases,
make realistic cost estimates,
and address project risk.

Technology

Data

Agencies should own the key
technology decisions. Mathtech
helps agencies understand
the technology aspects of
the project and develop an
approach consistent with their
current investment and future
direction for infrastructure,
standards, software, hardware
and maintainability.

The computer science
axiom “garbage in,
garbage out” rings true
for IT modernization. Data
outlives any software
system and requires
planning from the beginning
to deﬁne it, assess its
quality and migrate it
to the new systems.
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Governance
People and Skills

Requirements
and Business
Processes

Technology

Data

Project Implementation Strategy
Goals and Vision
© Mathtech, Inc.

Requirements and
Business Processes
IT leaders must understand — and prepare
for — how business processes will change
due to a system modernization. Mathtech’s
approach leverages an upfront analysis of
processes and plan for improvement that
supports the vision.

People and Skills

Governance

Employees and their skill sets are a critical
aspect of a modernization eﬀort. Insuﬃcient
staﬃng and skills can become overwhelming.
It’s important to set expectations from the
beginning and plan to address the future
technical skill sets staﬀ may require for
modernized IT systems.

Governance is not the same as project
management. Governance requires
leadership that can assess, prioritize
and coordinate project eﬀorts and the
impact on the organization. Mathtech
helps agencies develop governance
models for the project and the entire
agency that focus on progress.
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Protecting California Kids

On the Road in Texas

California’s decision to modernize the nation’s largest
child welfare system using agile practices has put the
project in the forefront of IT development for states. So
far, California has issued two RFPs: one for an application
programming interface (API) layer on which developers
can build modules to communicate with the existing
DB2 database in the legacy application; the other for
an intake and emergency services module. The state
expects to announce vendors for these two projects this
summer with the goal of rolling out usable software for
child welfare professionals in 2017, according to Boule.

The Texas Department of Public Safety created a new
online vehicle inspection tool in just eight months using
agile development. Built in 2013, the tool replaced a system
that had taken a previous vendor 18 months to develop.
The new system was built iteratively by three teams of
workers from DPS and Texas.gov. Erin Hutchins, director
of portal operations at Texas.gov, says close collaboration
between DPS and her agency kept the project on course,
even when adjustments were needed. The agile approach
held stakeholders accountable and kept them engaged,
Hutchins told Government Technology in a 2013 interview.

Modernization Strategy:
An evolving mix of technologies and approaches
Results from our survey show big bang deployments are giving way to modular and iterative approaches.
In addition, the cloud now factors heavily into modernization plans.

Deployment approaches

64%

28%

14%

9%

Phased

Modular

Iterative/beta

Big bang

SHUTTERSTOCK.COM

Technology strategies

47%

42%

42%

41%

20%

In-house
development

Cloud hosting

Outsourced
to third party

Onsite hosting

Open source
software
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Critical Networks for
Connected Government
> Create a scalable Smart City foundation to support Internet of
Things with packet-optical networks
> Protect your citizens’ identities by securing in-flight data through
optical and Ethernet encryption solutions at Layers 1 and 2
> Deliver intelligent transportation systems and smart rail initiatives
with packet-optical aggregation and transport networks
> Optimize First Net and Next Gen 911 initiatives with high-speed
connectivity and mobile backhaul
Visit ciena.com and learn how we’ve helped states and
municipalities attract economic development, modernize
their networks, and connect their citizens.
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DAVID KIDD

The Impact
of Cloud
Washington’s Agile Example

Modernizing how government develops enterprise IT
systems and services
goes beyond the methodologies of agile and beta.
Cloud computing has given
states and localities a highly
versatile platform on which
to design, develop and test
new systems using agile and
beta processes. The cloud
is also a valuable source for
online development tools. It’s
where the best code repositories are based; the best
tools for scrum projects are
based; and its where you’ll
find the best integration and
development frameworks.
Michael DeAngelo,
deputy CIO for the state
of Washington, says the
cloud has given incremental development a leg-up
on traditional development
practices, because you can
divide projects into smaller
pieces and just pay for what
you need. “That’s harder to do
with physical, capital expense
kinds of things,” he says.
“When you have to invest
more upfront, it forces a project into a higher level of justification as far as planning and
stakeholders are concerned.”
Without the cost that
big bang development
entails, cloud frees up
agile practitioners to
become more innovative.

SHUTTERSTOCK.COM

Washington State’s BizHub, a one-stop online portal for small- and mediumsized companies that need to conduct business with the state, offers an example
of what agile can do. The project, mandated by the state legislature, was
originally planned as a waterfall development that would have cost $8 million
and taken up to 5 years to complete, according to state CIO Michael Cockrill.
Instead, the project was reset for iterative development using agile practices. Each
increment of the project was funded at $750,000, with the goal of having working
software in a beta version before funding the next cycle. “The entire project
ran along agile lines,” says Cockrill. “We wanted this to be the example for the
rest of government to show how an agile IT development project could work.
We consider it the best example of a cross-agency, cross-functional IT project. The
legislature now understands how it works and it’s what they have come to expect.”

Ohio’s Tax System Turnaround
In 2008, the state of Ohio awarded a fixed-price, $52 million contract to a systems
integrator to integrate more than 20 legacy tax systems. Four years later, after
missed deadlines, the state had little to show for the time and money spent on
the project. A shift from waterfall to agile in 2012 turned the project around.
Today, 14 of 23 tax types have been integrated, and 6 more are scheduled for
completion by October. In addition, the project has been expanded to include a
$13 million front-end system that allows citizens to file taxes electronically.
Mark Walker, the system’s project director, says agile, with its shorter, more
collaborative development cycles, brought the state and vendor closer together to work
in a more iterative fashion. Walker attributes the project’s success to agile and executive
support. Without leadership buy-in, Walker would not have had access to the best
employees for long stretches of time, he told Government Technology earlier this year.
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The Journey to
Storage Modernization
A Platform to Handle Tomorrow’s Demands, Today
In 1956, IBM introduced the ﬁrst disk drive, which was the size of
a large wardrobe, had a capacity of 3.75 MB and was leased for
$3,200 per month. Flash forward 60 years and hard disk drives
are now the last mechanical relics in an otherwise digital data
center. So what’s replacing the long-standing, large-footprint
spinning disk? Flash storage — a cost-effective, scalable, highcapacity, high-throughput storage platform.

By moving from spinning disk to ﬂash storage, government agencies
can save time and money while improving citizen services. Legacy
technology is costly — 75 percent of the federal IT budget is spent
on operations and maintenance, according to the Government
Accountability Office. When they just maintain the status quo, agencies can’t respond to changing business and citizen needs. Citizens
want fast, reliable access to government services from any device.

One Agency’s Journey
Agencies need a storage platform that can handle these modern demands. Leaders at one large government agency
recognized they needed technology to propel them into the future and adopted some all-ﬂash storage in 2013. Although they
knew they were ahead of the curve in adopting ﬂash, they felt their existing technology was quickly becoming obsolete.

Purchased ﬁrst all-ﬂash
array to address VDI
latency — purchased
second all-ﬂash array
within a year

Chose all-ﬂash storage
to handle server
virtualization, continued
to swap out legacy
storage

The agency is looking
to accelerate its most
critical database
application

2013

2015

TODAY

2014

2016

Added database to
all-ﬂash environment
to speed up Oracle
development
environment

Expanded use of
all-ﬂash to archive
records and meet
new data retention
mandates

If all-ﬂash is chosen
in this ﬁnal phase,
the agency will
have successfully
transitioned its entire
2 PB environment
to all-ﬂash within a
4-year period.

At every stage, the results proved the business case to continue moving to all-ﬂash. In addition to its performance gains,
the agency has achieved 78 percent cost savings ($122 million over 12 years), and an 80 percent reduction in power,
space and cooling.

To learn more about Pure Storage, visit:
www.purestorage.com/government
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SPECIAL REPORT

Although state and local

ercoming
Barriers

governments are shifting toward
more modern IT development and
deployment techniques, progress is
slow. Agile is as much a philosophy
as it is methodology. It takes a
new kind of discipline to make it
work correctly. Having systems in
perpetual beta can also be daunting.
Education and guidance on how to
manage agile and beta remains a
concern and a challenge for even
the best-equipped IT organizations.
Last year, NASCIO surveyed its
members on agile and found that
nearly every state has some degree of
agile development taking place. And
states such as Maine and Washington
have formalized its use and have staff
dedicated to the practice. But the
survey also showed the limits of its
use. Only 21 percent of NASCIO survey
respondents reported widespread use
of iterative development. The results
are an indication of the challenges
going agile or beta presents to public
CIOs and their organizations.
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Collaboration can be difficult.

customer and developer is both
continuous and rapid from the start.

Agile is a methodology in which
the customer works closely with
the development staff as a team to
achieve rapid results. But achieving
such collaboration raises difficulties
from the mundane — some people
prefer to work alone rather than in
teams — to the profound — customers
aren’t used to the daily work that is
involved in development. “With traditional waterfall, the development team
gets the requirements, goes off and
builds the system over a long period
of time and then turns the finished
(or nearly finished) solution over to
the customer,” says Maine’s Karstens.
With agile, the teamwork between

Customers need a new level of
commitment. Agile and the iterative process puts customers front
and center. They are the ones who
understand the project’s key business
value, and they are empowered to
make decisions along the way. That’s
a level of commitment many end-user
agencies aren’t culturally ready to
provide. “We ran into issues on one
project because the customer couldn’t
make that commitment,” says Karstens.
“You have to look at those factors: What
commitments can they make? What
other constraints are they dealing with?”

There’s nowhere to hide. Call it
the transparency problem with agile
and beta development. The iterative
process is both rapid and time consuming. Development teams consisting of
coders and customers are working in
close quarters to produce software
that is released for demonstration on a
weekly or monthly basis. This kind of
process exposes problems in the design
early on. But customers can find that
a turn-off, says Karstens. They are not
used to seeing mistakes and having to
correct course so frequently. “I tell them
that it just means the process is working,” he says. “You would rather have
these problems pop up every two-tothree weeks into the project than have

Upgrade Priorities: Where your needs are
Our survey respondents say upgrading content and document management capabilities,
along with improving analytics, are their biggest modernization needs.

Which systems in your jurisdiction are in most need of modernization?

48%
42%
36%
27%
23%
14%
9%
Content/
document/
records
management

Data
management/
analytics/
business
intelligence

ERP/
administrative

Case
management

Customer
relationship
management

Integrated
eligibility

Tax
systems
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Public Procurement for
the Postmodern ERP Era
With so much revolving around procurement in government, one
would think a modern and efficient process is commonplace.

REALITY CHECK:

A recent Center for Digital Government survey
of 138 government, IT and procurement decision-makers found
31 percent of respondents don’t have a portal or eProcurement
system where they can post bids and RFPs online.
Modern procurement simpliﬁes the purchasing process, protects
taxpayer dollars and ensures fair competition. In the postmodern
ERP era, an eProcurement solution that lives outside of the core
enterprise resource planning (ERP) system — but remains tightly
integrated — is ideal. Periscope’s best-of-breed BuySpeed solution
does just that while meeting the unique needs of public sector and
offering several additional beneﬁts.

COST
SAVINGS.

EASY
INTEGRATION.

#1

EFFICIENT
USE.
40% of respondents

49
% of respondents
said they desired a

The
benefit that attracts
survey respondents to a
best-of-breed eProcurement
module is cost savings.

said more efficient use of
staff time was among the
top 3 benefits that attracts
them to a best-of-breed
eProcurement module.

procurement solution
that is easier to integrate
into processes.

BuySpeed costs less to
implement and maintain than
traditional ERP procurement
modules. Periscope
Holdings offers a variety
of funding options to help
agencies get their system up
and running quickly.

Periscope Holdings’ integration
framework enables easy exchange
of data between the BuySpeed
eProcurement module and
ﬁnancial system. With BuySpeed,
your system is up and running in
months rather than the years it can
take for an ERP.

BuySpeed was created for
the public sector by former
public sector officials, so its
user friendly and tailored to
the needs of government.
As a result, more employees
can take advantage of its
efficiencies.

Periscope Holdings can help governments bring their procurement processes into
the postmodern ERP era with BuySpeed — increasing transparency, efficiencies
and competition. For more information, visit: www.periscopeholdings.com
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to discover them 10 months down the
road when it’s too late and the cost
to correct is going to be too high.”

Coping with Change:

There’s probably more to
manage. For enterprise agile projects,

Modular and iterative systems deployment requires changing
traditional processes — and that’s never easy. Survey respondents
said integrating multiple systems and changing internal culture are
the two biggest hurdles.

Where the going gets tough

governments have to step into the
role of systems integrator, managing
contracts, building modules and
publishing specifications that will be
used as the foundation for the next
vendor. This is the challenge California
faces with its child welfare system. It’s a
situation that veers far from a traditional
waterfall deployment where government
could take comfort in having a single
relationship with a systems integrator.
Iterative development, at least in an
enterprise IT modernization project as
big as California’s, means working with
multiple vendors, says Boule. “Instead
of working with just one integrator,
you now have multiple vendors, with
government accountable to each
vendor, making sure each module is
aligning and that the data is being
integrated. At the same time, it’s up
to government to make sure the new
system is being built upon a core
and steady foundation of technical
standards and specifications.”

What are the biggest challenges in moving toward a
modular/iterative/beta approach to IT modernization?

48%

47%

37%

Integration
between systems

Internal culture

Coordination
among stakeholders

34%

33%

30%

Procurement and
budget strategies

Workforce
capabilities

Data sharing
between systems

Your procurement office may
not understand. On the surface,
government purchasing practices
aren’t so far out of line with modern IT
development. “The existing practices in
contracting are 80 percent appropriate
in an agile context,” says DeAngelo.
But the problem is in the details.
DeAngelo says one issue is
that procurement offices expect
development teams and customers
to know up front what they are going
to build. “It’s the waterfall mentality,”
he says. Waterfall contracting
constrains a project’s scope by
defining requirements, budget and
timeframe. With agile, the final product
isn’t defined. There’s less focus on
requirements and more attention on
making decisions on each iteration.

removes the traditional practice of
setting detailed requirements and then
having vendors setting an inflated
price for delivering what actually ends
up being delivered. “In agile, vendors
like the idea of periodic review of their
work and being paid based on what
they have produced,” says DeAngelo.

SHUTTERSTOCK.COM

There also should be an expectation that
an agile contract can be terminated at
every iterative release, says DeAngelo.
Likewise, payment policy in agile
shifts away from deliverables, or set
milestones, to payment at the end of
each sprint when the next iteration of
software is demonstrated. This approach
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SPONSORED CONTENT

Meeting Citizen Demands for Digital
Services – Without Rip and Replace
Government Under Pressure to Modernize
The CDG enterprise systems survey shows that state and local agencies are riddled with old technology. And
constituents – driven by personalized transactions offered by commercial businesses – are beginning to expect
higher levels of service from government than legacy systems can deliver.
For agencies under pressure to modernize, the path toward meeting these demands is incremental. Large,
multi-year IT projects are infamous for high failure rates and hefty cost overruns. Today’s agencies need off-theshelf software and services that let them create a platform for launching new citizen-friendly services one by one.

Adding Functionality to Existing Systems – Incrementally
Adobe offers traditional or hosted solutions that let agencies incrementally add new functionality to existing
systems, enabling them to meet citizens’ demands for digital services without ripping out still-functioning legacy
technology. It’s an approach that dramatically cuts the cost and time required to launch innovative offerings like
one-stop citizen portals and convenient business gateways.
“You can take your legacy systems and expose them through incremental modernization for citizen
interaction,” says Kumar Rachuri, former CIO for the Ohio Department of Job and Family Services who is
now Director of State and Local Government Solutions for Adobe. “Your systems of record are still intact.
But you’ve given citizens self-service functions that make them happy and lighten the data entry burden
on agencies.”

Better Services, Faster
Citizens don’t just want more services from government, they want better services.
Human-centered design will be essential as agencies launch new service offerings,
Rachuri says. This approach requires designers to put user experience at the center
of building new service offerings. Many leading commercial organizations use this
technique, and it can help governments drive both adoption and satisfaction.
Achieving higher levels of service also will demand more data sharing, both
between government and citizens and among various back-end systems. Adobe
solutions protect this data while it’s at rest and in transit with security policies that
automatically follow information regardless of format or mode of transmission.

“ The citizen
experience
needs to be
personalized.
It needs to be
relevant. And
it needs to be
in real time.”
- Kumar Rachuri

Transforming Government
Ultimately, Adobe enables agencies to incrementally launch new digital functions and tap into rich data to
transform government services.
“Today, agencies need to leverage the information they’re getting from citizens to provide a more meaningful
interaction,” says Rachuri. “The citizen experience needs to be personalized. It needs to be relevant. And it
needs to be real time.” Agencies can achieve this automation and lower the cost of operation while improving
citizen satisfaction by delivering quality service on demand.

For more information, visit www.adobe.com/government
or call 1-800-87-ADOBE

Adobe and the Adobe logo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States and/or other countries.
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Steps in the
Right Direction
Four tips for becoming agile and iterative
The GAO has identified 32 best practices it considers effective for applying agile software
development methods to IT projects. These practices generally align with five key software
development management activities: strategic planning, organizational commitment and
collaboration, preparation, execution and evaluation. Public CIOs would agree with these
practices and would add some more specific sets of guidelines:

1

2
Leadership
is a must.

Not all IT projects are perfect fits for agile
or beta. Certainly, smaller IT projects might
not benefit as much from agile as would a
large project (i.e., California’s child welfare
system). Understanding your vision for the
project will help guide the best approach for
development. A good strategy also will keep
the project on track and avoid a stall-out.
Lauren Lockwood, Boston’s chief digital
officer, mentions that with beta projects,
feedback is a crucial aspect of development.
Yet too much feedback can hurt rather
than help.

Both agile and beta are highly collaborative efforts to develop IT. But both practices
demand executive buy-in and commitment.
Most government agencies also still operate
in silos, which is not conducive to an agile
approach to enterprise software development.
And the faster pace of agile can cause problems for agencies accustomed to moving at a
slower pace. “Sometimes the policies within an
agency are not set up to handle the faster pace
of agile,” says Maine’s Karstens. “You need a
leader who knows whether or not the organization can support the agile approach.”

SHUTTERSTOCK.COM

Start with a vision
and strategy.
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SPECIAL REPORT

3

4

Focus on
stakeholders.

Think value,
not savings.

Agile projects require the ongoing collaboration
and commitment of a wide array of stakeholders,
but especially the business owners and developers.
California’s child welfare system offers an extreme
example. The system will be used by the state’s
58 counties, which range from less than 10,000 people
to Los Angeles County, the largest county in the U.S.
by population. That makes involving stakeholders
both daunting and vital, according to Boule. “This is a
development project centered on the user,” he says.
“Under the old, monolithic approach, we would get
what we asked for, but it wasn’t exactly what the end
user needed or wanted.” That’s going to change under
agile, with development teams going out to the counties so they can participate in the iterative process.

Talk to CIOs about the money side of agile and
it’s clear that spending less is not the goal.
“Moving to agile was not done for cost savings
reasons; it was to get usable software faster,”
says Boule. It’s also about managing risk and
producing value. “We’ve seen big projects go
off the rails and produce little if any value in the
waterfall method, whereas with agile, you can
capture some value even if a project runs into
problems because the end user has been involved
from the start,” says DeAngelo. “There’s way too
much risk in starting a project that doesn’t deliver
value for three to five years.”
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Conclusion

Tools+
Process+People
It’s time to take modernization to the next level.
At the beginning of this year,

But only recently has the use of agile
and beta practices taken hold in the
public sector. The traditional waterfall
methodologies are still deeply ingrained
in how IT development is done.
West Carrollton and others
demonstrate that the pieces for a new
approach are already out there: agile,
beta, open source, the cloud, online
development tools and digital feedback
mechanisms. Bring them together and
you have the makings for a new way of
deploying government software systems
without the risk, high cost and the
innovation-killing development timelines.
Of course it takes more than just the
latest technology and methodologies.

There’s a new way of thinking built
around teams, collaboration and putting
the end user at the top of the process.
And process is just part of the equation,
just as are the new tools available.
Ultimately, CIOs have to make sure they
have a well-trained workforce to carry all
of this out. “You have to have the right
people and you have to spend time and
resources to train them to think and act
in a different way,” says Washington’s
Cockrill, who recommends having a
coach to oversee every agile project
in which people have to interact in
ways they have not done before. “The
process is important, but you can’t
divorce the process from the people.”

DAVID KIDD

West Carrollton, Ohio, population
13,000, began to overhaul its website.
Within 60 days, the city launched a beta
version of what will become its digital
portal. The development project was
a collaborative, public-private process
using agile sprints and weekly team
calls. The technology used to build
the website is a popular open source
content management system. During the
beta testing period, the city collected
valuable citizen feedback through
online surveys and analytics tools.
As this report has shown, the door
to modernizing enterprise IT systems in
new ways has been open for some time.
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SPECIAL REPORT
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Special Report

Don’t miss any of the
Center for Digital Government
& Public CIO Special Reports
Q12016

Q42015

Special Report

Special Report

The Platform
of Tomorrow

Rethinking
Citizen
Engagement

The future will be cloud-based,
data-driven, API-enabled and
citizen-centric. It’s time to get ready.

Your constituents are connecting in
new ways. Here’s how to reach them.
A Research Report from the Center for Digital Government

A Research Report from the Center for Digital Government

Upcoming 2016
Special Report Topics:
Government Data:
New Sources, New Challenges
You’re collecting more information than ever.
Here’s how to unlock its value.
Innovative and Evolving Technology
A look around the corner at what the future holds

Download past reports at
www.govtech.com/library
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HOW WILL
YOU RESPOND?
ArchiveSocial automates the capture and retrieval of records from social
networks including Facebook, Twitter, YouTube, Instagram, and LinkedIn
for compliance with state and federal public records laws.

http://archivesocial.com/respond
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By William D. Eggers / Contributing Writer

r

Successful government project leaders don’t assume
they know what citizens want. They ask them.

I

n business and increasingly in
government, there’s a growing
realization of the importance of
design in everything from customer
experiences to societal problem solving.
“Design is an approach to problem solving,” says Hillary Hartley, deputy executive
director at 18F. “It’s how you think about
something. It’s not the typefaces; it’s not
the pixels. Design is what makes a product
successful. It’s the thing that makes it useful,
that makes it understandable.”
Since its inception, 18F has emphasized
and adopted a design-focused and usercentric way of working. They’ve incorporated
a technique called protosketching: Designers
and developers build a rough prototype in
three hours or less by sketching in code as
well as on paper. Even if the protosketch is
imperfect or outright unusable, it gives teams
and clients something concrete to examine
and elevates the discussion to issues of data,
design and functionality.
The United Kingdom’s Government
Digital Service mirrors 18F’s approach,
articulating its vision through 10 concise
design principles based on actual user needs:
Start with needs (user needs, not
government needs).
Do less.
Design with data.
Do the hard work to make it simple.
Iterate. Then iterate again.
This is for everyone.
Understand context.
Build digital services, not websites.
Be consistent, not uniform.
Make things open. It makes things better.

Today, this is how the UK undertakes
all of its digital projects. But that wasn’t
always the case. Kathy Settle, director for
digital policy and department engagement
for the Government Digital Service, recalls
that during the Gov.uk transition, as they
were moving 312 websites onto the Gov.
uk domain, they initially relied on department personnel to explain users’ needs.
Unfortunately, “quite often the organizations weren’t in direct contact with
their users, and their articulation of user
needs reflected that,” Settle explains.
“Things were built on the basis of
what people thought user needs were.
Some of it turned out to be wrong.”
Interaction with end users adds a depth
and authenticity that’s essential to good
design. The simple practice of observing
how a user actually works during an average day can sometimes yield more useful
information than hours of interviews. The
idea is to walk a mile in the user’s shoes — or
get as close to their experience as possible.

Corridor, the entire Pacific coast, and the
South from New Orleans to Houston.
Two weeks and more than 100 interviews
later, the team had uncovered valuable
insights, witnessing problems firsthand.
“You hear that certain areas are broken.
… [W]hen they say something is working
well, it’s because they have workarounds
that are completely counterintuitive to
someone who’s actually designed a digital
platform,” says Mark Waks, one of the project researchers. “But you need to see that
to know what it is that’s actually broken.”
For example, customers contacting
Amtrak call centers could get a quick
cost estimate for travel on any route. The
researchers learned, however, that call
center workers were jotting down customer
requests on paper and generating estimates
with a calculator. Behind-the-scenes

Walk in Their Shoes
So how do you understand train
travel? You ride the train.
When Amtrak decided to redesign its
customer experience — then including three
online portals, each with a distinct audience
— it made sure the redesign focused entirely
on the user. This involved a brisk and
geographically expansive research project.
In the course of a few weeks, teams of
“user experience” researchers rode Amtrak
trains across the United States, interviewing
passengers and staff, and visiting stations
along the way, covering the Northeast

www.public-cio.com
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SPEAKING FOR THE USER

to the mobile arena. Older models of IT
development might have entailed a multiyear, multimillion-dollar effort to build a
mobile-friendly version of the service.
Instead, HHSC focused on the user
perspective, asking what would eliminate
a pain point for users but also benefit
the agency. Unsurprisingly, one problem
applicants often cited was the need to
submit verification documents. While
they could do so by mail, fax or the Web,
many applicants didn’t have easy access to
scanners or personal computers. Perhaps
surprisingly, however, many do have
access to smartphones with cameras.
Since banks have long allowed their
customers to deposit checks by taking a
picture of the paper check with their phone
and hitting the upload button on an app,
why couldn’t applicants do the same thing?
HHSC’s team knew it was technically
possible. But would applicants actually use
such an app? And what kind of experience
would attract the most participation?
These aren’t the kinds of questions
we can answer in advance. They require
time in the field, talking with real users.
In HHSC’s case, it meant spending time
in the service centers that many applicants visit when applying for benefits.
There, HHSC’s designers learned a
lot about the people they hoped would
use the app. Most benefit applicants
did indeed have smartphones, but their
devices were often a generation or two
behind and thus lacked advanced capabilities. This turned out to be a critical
piece of information in designing the app.
Most were intimately familiar with their
phones’ capabilities because it was their
primary means of connecting to the Web.
“Many users were used to conducting
their business on mobile devices instead
of personal computers, making them
sophisticated users,” explains Stephanie
Muth, the deputy executive commissioner
at HHSC who spearheaded the project.
The team introduced its first set of
wireframes to users just two weeks after
the project began. Demand was high;
applicants quickly snapped up the software. The team gathered valuable information from early users that helped it
refine the user experience and design
features to be included in later builds.

information such as this can direct you
to areas in dire need of transformation.
In short, user research reveals what
structured interviews may not: that a
seemingly one-dimensional problem
can have hidden layers.
User validation is also critical in designing a better experience, which is why agile
design is so helpful. Testing prototypes with
actual users at every step helps gauge how
well a problem has been addressed. “In
products where we employ digital, we bring
in users every step of the way as much as
we possibly can,” Waks says. “Otherwise,
you’re basically just judging it on your own
personal perceptions, not the users’.”
The design stage is in many ways a blank
canvas on which organizations can define
their ambitions based on their resources
and goals. Some will take a more expansive approach, completely rethinking how
services are delivered, while others will
pursue smaller projects, such as allowing
citizens to upload forms and documents
via mobile apps. In either case, the key is to
understand users by studying their behavior, and to design approaches to reduce or
eliminate the pain points you’ve observed.

Eliminating the Pain Points
Let’s start with a relatively simple
example. Determining eligibility and
applying for government benefits can be
time-consuming and frustrating. It typically involves finding and scanning payroll
forms and birth certificates and carrying or faxing them to multiple offices. If
you’ve ever applied for a home mortgage,
you have a sense of what this can entail.
In 2011, the Texas Health and Human
Services Commission (HHSC) simplified this process by installing a statewide integrated system that aggregates
eligibility for various federal and state
programs by using an integrated rules
engine. This allows a single mother, for
example, to apply for multiple benefits
with one application. The system
rules assess the programs for which
she may qualify based on her income,
household size and other factors.
With more people from all income levels
becoming comfortable with mobile transactions, HHSC began exploring how it might
bring its integrated eligibility functions

In a few short months, the agency
released the app in the iTunes and Google
Play stores. Almost immediately, the mobile
versions took off; within a month, mobile
document uploads surpassed those from
desktops. A few months later, the app
had been downloaded 300,000 times.
And HHSC released five versions in the
first year alone, each with additional
functions and a better user experience.
Several lessons emerge from this experience. First, don’t make assumptions about
how those who are less fortunate use — or
don’t use — technology. Instead, test your
assumptions with real users and continuously ask them for feedback. Second,
start small and get a minimum viable
product to users as quickly as possible.
If Texas’ HHSC project occupies the easy
end of the complexity spectrum, Amtrak
lies at the other. HHSC wasn’t imagining entirely new benefits or creating a
program from scratch; it simply wanted a
more efficient way to enable self-service.
Amtrak’s attempt to reinvent its services
with an entirely new brand and customer
experience is far more ambitious. What
if customers could access Amtrak with
desktop, tablet and mobile devices? What
if they could use an app to request an
Uber ride, reserve a table or seat, order
and pay for meals, purchase amenities, and even receive alerts for sights
to see along the journey? Amtrak found
answers and added them to its redesign.
“We’re selling a journey, an experience and not just a ticket on a train,” says
Deborah Stone-Wulf, vice president of
sales distribution and customer service at
Amtrak. “It has taken us a bit of time to
understand that, but we do understand
it, and that’s where we’re headed.”
In this sense, Amtrak’s transformation
relative to HHSC’s is akin to comparing telescopes and microscopes: The
components and processes may be
the same, but differences in scale and
objectives change everything. ¨
William D. Eggers is a leading authority on government
reform. He is the executive director of the Deloitte
Center for Government Innovation and the author of
nine books. This article is adapted from his new book,
Delivering on Digital: The Innovators and Technologies
That Are Transforming Government (New York: Rosetta
Books/Deloitte University Press), June 2016.
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National Association of State Technology Directors

www.nastd.org

The Internet of Things ~
Is Your State Ready?
Experts estimate that 20 to 50 billion devices and systems will comprise the Internet of Things (IoT) by the year 2020.
$VWKLVQXPEHUJURZVVRZLOOFLWL]HQV¶H[SHFWDWLRQVRIPRUHHI¿FLHQWLQWHUDFWLRQVZLWKWKHLUVWDWHJRYHUQPHQWV
At its 39th Annual Conference and Technology Showcase, the National Association of State Technology Directors
(NASTD) will explore how state governments are adapting their IT environments to embrace the opportunities and
challenges created by the IoT.
The event will feature IT practitioners and thought leaders from government, industry, media and professional
associations. NASTD encourages you to join us in the nation’s capital for this timely discussion.
Visit www.nastd.org or contact Pam Johnson at 859-244-8184 for more information.

39Annual Conference & Technology Showcase
th

August 21 - 25, 2016
Washington, D.C.
Renaissance Washington DC Downtown Hotel
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data vault

Market Share
The state of public-sector IT spending is looking up this year, with e.Republic’s Center for Digital Government
expecting an increase in tech investments across all levels and verticals of government. Here’s a breakdown
of the predictions and where you can expect to see money spent on tech in 2016.

State Stats:

$

4.1%

will be spent on state
IT — 3.25% more
than 2015

The amount general
funds are expected to
increase by

47.4b

43

Local Focus

50

states have enacted
spending increases —
this is the sixth consecutive
year of spending increases

Fed Facts
The feds are adding billions to the tech spending pot

52.4

$
b The amount local governments are
estimated to spend on IT — a 2.5% increase over 2015

$89.8 BILLION

Take a Closer Look:

$25.9 BILLION
$22.5 BILLION

Here’s where you can expect to see tech
investments in government’s core verticals.

$10 BILLION

Transportation

Health & Human Services

Education
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$99.8 BILLION

$97 BILLION

By the Numbers

DAYS:
Average time
that an RFP is on the streets

$8.5 BILLION

$7.5 BILLION

Justice & Public Safety

State

$52.4 BILLION

Local

Total

$7.5 BILLION

$7.3 BILLION

Environment & Housing

Finance & Administration

$51 BILLION

$47.4 BILLION

$46 BILLION

Anticipated IT spend
in 2016 (RED) versus
2015 (GREEN)

Utilities

www.public-cio.com

PCIO05_20.indd 25

7/7/16 10:15 AM

__________Designer __________CreativeDir.

100 Blue Ravine Road
Folsom, CA 95630
916-932-1300
www.erepublic.com
5

25

50

75

BLACK

25

CMY grey

95 100

5

T1

25

T2

50

75

__________Editorial __________Prepress

T3

95 100

YELLOW

5

25

50

75

95 100

5

25

50

75

MAGENTA
CYAN

95 100

Page #

__________Other ____________OK to go

FORWARD MOMENTUM

26

PCIO05_26.indd 26

7/7/16 10:24 AM

__________Designer __________CreativeDir.

100 Blue Ravine Road
Folsom, CA 95630
916-932-1300
www.erepublic.com
5

25

50

75

BLACK

CMY grey

95 100

5

T1

25

T2

50

75

__________Editorial __________Prepress

T3

95 100

YELLOW

5

25

50

75

95 100

5

25

50

75

MAGENTA
CYAN

95 100

Page #

__________Other ____________OK to go

FORWARD
MOMENTUM
BAY AREA AGENCY PILOTS FIRST-OF-THEIR
KIND TECHNOLOGIES THAT COULD SIGNAL
WHAT’S NEXT IN SMART TRANSPORTATION.
By Noelle Knell

Among public agency heads, Randy Iwasaki is in an enviable position. In the
technology-rich and densely populated San Francisco Bay Area, voters twice
(in 1988 and 2004) approved a half-cent sales tax earmarked for transportation,
which funds the work of the Contra Costa County Transportation Authority (CCTA).
Iwasaki has served as CCTA’s executive director since 2010. The most recent ballot
measure is estimated to provide about $2 billion during its 30-year lifespan.
Those funds, coupled with significant support from the U.S. Department of
Transportation, are being put to work to develop an autonomous vehicle test center,
a smart corridor on Interstate 80 and other smart mobility projects aimed at maximizing the efficiency of Bay Area roadways. Iwasaki talked to Public CIO about his
plans for a subscription-based autonomous transportation system, its role in a new
5G-based City 5.0 concept and the importance of data-driven transit programming.

Q: What is City 5.0?
Kevin Johnson, mayor of Sacramento, and
Eric Garcetti, mayor of Los Angeles, coined
the term “City 3.0,” a connected city using
technology to reduce the cost of services
that they provide their citizens. We’re all
getting strapped for cash, and we’re trying
to provide better service. There’s the old
saying that instantaneous gratification isn’t
soon enough now because of all the technology that we have at our fingertips. And so
they’re trying to figure out ways to provide
service through this connected city concept.
We’re working on a subscription-based
autonomous transportation system. And
when you talk vehicle-to-vehicle, vehicleto-infrastructure communication, you have

to have a communication backbone. We’re
developing a shared autonomous vehicle.
It’s going to be connected to an operation
center, hopefully within that 5G technology
of 2020. That’s when 5G is promised, and
the hallmark of this City 5.0 concept is that
the connectivity may not be Wi-Fi — it may
be your cellular service. We have great hopes
for this new 5G wireless technology coming
our way: lower latency, fewer dropped calls,
wider coverage and hopefully lower costs.
When you take a subscription-based
autonomous transportation system and
overlay it within that connectivity of the
city, you’re going to get better information.
All these autonomous vehicles are connected to the infrastructure and are going to be
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What we’re trying to do is come up with
a subscription-based shared autonomous
vehicle feeder system. We just signed an
exclusive agreement with a company for
North America called EasyMile — it’s a
joint venture between Ligier Motors and
Robosoft, a software company. Ligier
Motors makes the car. This EZ10 is being
rolled out in five other countries, and we
have the exclusive agreement for North
America. We’re going to be the first to roll
out a shared autonomous vehicle to provide
that first- and last-mile connectivity.
We’ve already ordered two vehicles,
and hopefully we’re going to get them in
July. Then we’ll start doing all the testing
protocols for software/hardware, sensor
interface, make sure the maps are correct
and then run it throughout GoMentum
Station [the autonomous vehicle test site

giving you information as an owner. Any
transportation system owner will tell you
that if the money is drying up, you want to
make better decisions with your money.
And you need data to make well informed
decisions; it just isn’t a guessing process.

Q: How do you engage the public in
transit decisions?
In the old days, we’d host a town hall at a
library. We’d announce it in the newspaper,
and we’d get 40 people that would come out
to tell us what their transportation needs are.
You haven’t talked to anybody else because
that’s all that shows up. So what we’ve
done now is we’ve used social media. When
you log into our website, you engage your
customer by giving them an allocation of 10
CoCo [Contra Costa] coins, and they make
a budgetary decision on what they want to

roadway because you’ve got water on the
right and big housing complexes on the left.
So how do you make the traffic work better
and how do you make the transportation
system more effective? The idea was to put
together a technology-based project to help
provide enough information ahead of time
to smooth out the roadway. It’s ultimately
going to be metered on-ramps and gantries
[overhead signage] across the roadways
with big red X’s. If you’re in lane No. 2 and
there’s an accident ahead, you’ll see a big red
X, so you can get off the freeway or change
lanes. People that decide to change lanes will
merge over and go around the blockage. Or if
you see two or three X’s, you try to get off the
freeway. And then wayfinding signs on local
roads tell you when to get back on I-80 to get
around that incident. Signal lights will also
change on local roads to help flush the traffic
out and put it back on I-80 after the incident.
They are now testing those electronic
signs — they call it the “burn-in period.” The
turn-on date is July 2016. We like this idea
so much, we made an application to the U.S.
DOT and were one of 13 grantees in the U.S.
for State Route 4, which is going to be the
next smart corridor project in the Bay Area.

Q: How did GoMentum Station
come about?

Autonomous and connected vehicles are tested
at the GoMentum Station in Concord, Calif.

invest their 10 coins in. We aggregate all the
taxpayers that have engaged in our process
and determine if it is reflective of the direction that we’re headed. And then we also do
telephone town halls where we robocall and
live-call people to get into that telephone
town hall, and then we answer questions
from that live audience for over an hour.

in Concord, Calif.] to make sure it follows
the map, it knows where it is, it can work
at night and it can work during the day.
If the National Highway Traffic Safety
Administration needs to approve the selfdriving vehicle, we’ll have them do that,
and then once we’re satisfied we’re going
to roll it out at Bishop Ranch [a 585-acre
business park in Contra Costa County]
sometime early in 2017 if all goes well.
And then we’ll run it in two parking lots.

Q: How is customer feedback
influencing programming?
A lot of people are saying, “I would love
to take a bus, but I just can’t get there.
It’s too far away, I’m getting too old or I
can’t walk that far. Or when I drive my
car to take BART, the parking lots are
full, so I have to drive to San Francisco.”

Q: Tell me about the smart corridor
project on Interstate 80.
It’s the worst commute in the Bay Area,
westbound, going to the Bay Bridge and San
Francisco. It’s a mess. You can’t widen that

When I first started at CCTA about five
years ago, Assemblymember Susan Bonilla
[she was supervisor at the time], asked me
to go out and take a look at the Concord
Naval Weapons Station to find a way to
create smart jobs for the community when
it was deeded over to the city of Concord.
It’s got the infrastructure in place, it’s got a
mini-city, it’s got a long straightaway where
you can get up to higher speeds and test
vehicles. And the only way I know how to
create smart jobs is to create a test center.
So we worked with the U.S. Navy and
the city, as well as Stantec, our consultant, and got a license and agreement to
test autonomous and connected vehicles
at the Naval Weapons Station. We have a
license to test on 2,100 of the 5,000 acres.
There are twin tunnels that are 1,400
feet long, 16 feet in diameter, you’ve got
undercrossings, bridges, guardrail, signs,
curved gutter sidewalk, buildings — a
perfect place to test. We signed Honda as
our first car manufacturer partner, and
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Alcatraz Island
Maze

Downtown
wn
n

I-80 SMART CORRIDOR

STATE ROUTE 4

GOMENTUM STATION

Real-time traffic information delivered via electronic signs will provide a
smarter commute for the up to 270,000
drivers per day who make the trip.

One of the most congested highways
in the U.S. is going to be the Bay Area’s
next smart corridor project.

A former weapons station, the area now
features 20 miles of paved roads and
a mini-city for the testing of connected
and autonomous vehicles.

we also have agreements with a couple
other car manufacturers. There’s a lot
of other vendors that also want to start
testing their signal lights, controllers and
car-to-infrastructure communication.

The maps may be smarter, meaning that
speed zones are embedded in the maps so
the vehicle knows how fast it’s supposed to
go, like when you come to a curve warning,
where you have the yellow signs that say
45 mph when you come off the off-ramp.
Autonomous vehicles have base maps, and
they use GPS to coordinate where they
are in the world with that base map — it
would have speed zones and signing in it,
so you won’t have to sign that off-ramp.
The car knows that it’s a 45 mph off-ramp
and it’s going to go that fast, but there’s
no sign to knock down. So the owners
are saving money, there’s not all this tort
because the sign is down and somebody
didn’t see it and they went 55 and got in an
accident. All those kinds of things may get
cleaned up with autonomous vehicles.
I also see fewer tolling gantries because
you can provide information using wireless
communication through your infotainment
system or navigation unit in your car.

Q: Why all the attention on and
investment in smarter transportation
infrastructure?

Q: How different will our roadways and
transit systems look in the future?
It depends on how autonomous vehicle
technology matures. The way I look at
the infrastructure, the roadways will be
the same. You may be using shoulders;
you may be using more of the pavement
than you used to or you may have dedicated lanes for autonomous vehicles.
You’ll have better, more consistent
striping because that’s one of the things
that autonomous vehicles guide off of. In
California we use Botts’ dots, the raised
pavement markers. In Kansas where it
snows, they can’t have raised pavement
markers because the snowplows will
knock those right off after the first snow.

About 41,000 people were killed on our
roadways and highways in the U.S. in 2015,
and about 60,000 people died in the Vietnam
War over a decade and people used to protest
that war. In a year and a half, you lose more
people on the roadways and highways in this
country than you did in the Vietnam War. We
have to do something, and as cars get more
automated, you can eliminate about 80 to 90
percent of the causes of accidents — human
error. If you could automate that using technology, just the safety piece of it alone would
help guarantee that your friends and family
get home safely to have dinner with you.
That’s really what gets to folks in my business,
because everybody in transportation, their
top priority is safety, saving people’s lives. ¨

nknell@govtech.com
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Idaho is rolling out its self-built unemployment benefits system to Iowa and
Vermont, with hopes that other states will join the consortium of users.
Julia McCandless / Contributing Writer

Mark Mayfield, iUS executive director for the Idaho Department of Labor,
said the update has also enhanced
long-term efficiencies throughout the
department. “The mainframe limited
our ability to do the things that we really
wanted to,” he said. “It required a lot of
time, and since we’ve gone to the new
technology, we’ve been able to add new
applications that have made our jobs
easier, more efficient and accurate.”
Since its launch, four new applications have been added to the iUS to
further improve efficiencies and ease of
use. One major addition includes a new
front-end portal that allows employers to
digitally communicate with the department 24 hours a day regarding self-service
duties without picking up a phone.
Similarly, a new front-end claim portal
was implemented to allow customers to log in and view more information about their personal claims online.

F

aster, smarter and cheaper.
That’s the name of the game
for the Idaho Department
of Labor’s Internet
Unemployment System (iUS),
which launched in 2014 to quickly process
unemployment taxes and benefits in a
matter of hours. Now, advancements in the
system are being developed on a whole new
level to help other states around the U.S.
With an antiquated, costly mainframe
system built in the 1970s, the Idaho
Department of Labor was pressed to find an
alternative viable solution. As a result, the
administration used 12 in-house employees and spent approximately $7 million
to develop the iUS to more efficiently
manage unemployment processes. After
its launch in 2014, the new system was
able to reduce manual worker processing time by more than 2,000 hours.

Other applications were also added to
help the department collect payments.
After a successful two years, the Idaho
Department of Unemployment is now partnering with Iowa and Vermont to expand the iUS
to accommodate the states’ needs. To do this,
Mayfield and his team are updating the system
to be a more modular solution to easily meet
the various criteria of states around the nation.
“We are now breaking it up into pieces
because we have found there is a lot of
commonality among states [approximately
70 to 80 percent is the same],” said Mayfield.
“However, we do have those separate items
where they may have specialized programs
or processes, so we’re trying to break
those into small pieces so we can account
for those small differences and assess
what they have and how they operate.”
The goal is to create a main system that
can be widely used across state governments. From there, small accommodations
can quickly and easily be made to meet the
specific needs of individual states. While
Iowa and Vermont are the first two states to
purchase the system’s license and implement
the iUS, Mayfield pointed out that as more
states join the consortium, it will become
even faster and more cost-effective to implement. “The more states that come on, the
more inventory we have and the lower the
costs will be,” he said. “Plus, the maintenance will be shared, among other things.”
The Idaho Department of Unemployment
is currently coordinating specifics and
identifying goals with Iowa and Vermont,
with plans to begin coding the iUS updates
in July. The project is expected to take
no more than two years to complete
before iUS is launched in both states.
While the iUS rollout is starting
slowly, the long-term goal is to expand
the system to other states as demand
increases for an affordable solution.
“Funding keeps getting cut every year
and for various reasons, we have to operate on a limited budget. In the IT world
in the long run, a lot of the automation
really saves dollars,” Mayfield said. “The
more states we have, the more we’re sharing those costs. If we’re in a consortium
and we’re all sharing that, hopefully we will
see dramatic cuts in the annual costs.” ¨
julia@aftonink.com
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32% of government
agencies that are upgrading
or procuring an ERP solution
in the near future are
planning to use the cloud.
ARE YOU READY TO
MAKE THE MOVE?
A new handbook, produced by the Governing Institute
and underwritten by Workday, helps government CIOs address
potential procurement, budgeting, security and culture issues when
moving to cloud-based ERP. It offers best practices for creating
a comprehensive migration strategy based on the experiences of
executives who are well down the path or have already completed
cloud ERP deployments.

DOWNLOAD
“A MODERN APPROACH FOR MOVING
TO CLOUD-BASED ERP” TO LEARN MORE!
www.governing.com/cloudERPhandbook

GOV16 AD Workday Handbook.indd 2
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CITY OF PHILADELPHIA; MITCHELL LEFF

cio central

News, Reviews & Careers

Slate of Changes in Philly

Rebecca Rhynhart

TECHWIRE.NET

Philadelphians selected Jim Kenney as
their new mayor in November 2015, and
many related changes have come to the
city’s IT department. The Mayor’s Office
of New Urban Mechanics has been
eliminated, and those resources have
been directed toward a new cabinet-level
Office of Administrative Services, led by
Rebecca Rhynhart.
In January, Kenney brought on Charles Brennan from the private sector to serve as
Philadelphia’s chief innovation officer, filling the role previously held by Adel Ebeid,
who left the city in December.
Chief Data Officer Tim Wisniewski is no longer responsible for managing the city’s
Web services, now focusing exclusively on his data duties. Early wins for the CDO
include the launch of a user-friendly search engine for public employees’ salary
information. Wisniewski and Brennan, a former police officer, are also trying to work
with the police department, accessing data on traffic stops and demographics to
improve community services and relationships.
Additionally, Aaron Ogle, director of civic tech, resigned in March and his duties
have been transferred to Web and Application Services Director Kyle Odum. For
more on the city’s tech changes, see Philly’s Evolving IT Landscape on page 16.

Tong Takes Over in California

Amy Tong

After serving California for more than five
years, CIO Carlos Ramos announced his
resignation in March. Appointed by Gov. Jerry
Brown in 2011, Ramos inherited a complicated
technology organization. One of his first major
projects was to spearhead the Governor’s
Reorganization Plan, in which the California
Technology Agency became the Department
of Technology and launched a Statewide
Technology Procurement Division. Ramos was
also at the helm as the state worked toward IT
consolidation targets initiated during the tenure
of former Gov. Arnold Schwarzenegger.
Amy Tong, deputy director of the Office of Systems Integration and agency information
officer of the California Health and Human Services Agency, was appointed state CIO and
director of the Department of Technology on June 30 after filling the roles in an interim
capacity for three months. Tong has worked in California state government for more than
20 years, holding positions of increasing responsibility.

DATA OFFICER
APPOINTED FOR
CALIFORNIA
California has hired its first-ever chief data
officer for state government, appointing
30-year-old Silicon Valley tech executive
Zachary Townsend to the newly created
position, the governor's office announced
June 30. He will work out of the California
Government Operations Agency, which is
creating a statewide open data portal that
will leverage other open data websites
currently maintained by individual
state agencies. Townsend will lead the
development of data sharing policies for
the statewide portal.

New Jersey Enters a New Phase
After five years of leading IT in New Jersey,
Steve Emanuel left the state in April to
work as a government liaison with Alliant
Technologies Inc., an IT infrastructure company.
Referring to the 2017 gubernatorial election
to select a successor to Gov. Chris Christie,
Emanuel acknowledged that administrative
turnover is commonplace and was on the lookout for opportunities. “Knowing that I was going
to have to make a change, I just wanted to be
in control of the change myself,” he said. “I
wasn’t desperate to get out, but I was looking
for the right opportunity.” In this new position,
Emanuel is able to maintain relationships with
his government colleagues and help them meet
the myriad challenges that come with operating
in the public sector.
After less than a year working with the
New Jersey Office of Information Technology,
Odysseus Marcopolus has been appointed
acting state CIO. Emanuel said that with
Marcopolus as a temporary replacement, he
leaves the office in “very capable hands.”

A M I D C O N G R E S S I O N A L S C R U T I N Y, O P M ’ S S E Y M O U R S T E P S D O W N

Donna Seymour, CIO of the U.S. Office of Personnel Management, resigned two days before she was set to testify before a House Oversight and
Government Reform hearing about last year’s massive data breach. After working for the federal government for 37 years, Seymour wrote an email to
colleagues explaining her decision as a way to serve the best interests of the agency. Although the hack may have already been underway when she
was appointed in December 2013, Oversight Chairman Jason Chaffetz, R-Utah, lauded her decision to step down after the personal information
of more than 22 million current and former government employees was stolen.
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JESSICA MULHOLLAND

RICHARD SANCHEZ RETIRES FROM LA COUNTY

FLICKR/TEXAS STATE LIBRARY AND ARCHIVES COMMISSION FOLLOW

As Los Angeles County CIO Richard Sanchez looks back on his career, there are many
things to be proud of. Adding a chief data officer, creating the county’s open data portal
and rolling out Microsoft Office 365 to more than 100,000 employees are just a few of
the accomplishments Sanchez oversaw in his eight years as CIO. His crowning achievement, however, had more to do with the human side of things: improving the lines of
communication between the county’s federated agencies. The success of his department, according to Sanchez, is contingent on cooperation, and the more communication taking place, the more projects the county is able to complete. Sanchez turned the
keys over to Deputy CIO Peter Loo, who now serves as acting CIO for the county.

Texas Appoints New
Heads of Technology

Massachusetts’ New IT Leader
Ready for the Challenge
Appointed to serve as the Massachusetts
Office of Information Technology’s executive
director in March, Mark Nunnelly is excited
to help residents get the most from tech.
Nunnelly will primarily work on front-end projects for constituents, which include everything
“from improving licensing, to answering the
latest questions on health-care services, and
help filing taxes,” according to a press release.
The position now reports directly to the governor, a change following an eight-month review
of state IT practices and a stated goal of
improving citizen interaction online.
Nunnelly previously served as commissioner
of the Department of Revenue and special
adviser to Gov. Charlie Baker for technology
and innovation competitiveness. In a statement, Nunnelly said he is excited to work in an
“ecosystem of much innovation and talent,” as
the state is making its mark on the tech world
by increasingly relying on data to enhance
public transportation and creating opportunities for autonomous vehicle research. Charlie
Desourdy held the position of acting state CIO
since Bill Oates resigned in summer 2015.

IN FEBRUARY, the Texas Department of
Information Resources board of directors
selected Stacey Napier as its new executive
director. In the role, Napier will have
statewide authority over all information
and communications technology planning,
procurement and service delivery. Her
previous position was at the Texas
Governor’s Office serving Greg Abbott
as director of administration. Napier
appointed Todd Kimbriel as the state CIO
in March, a position he is already familiar
with. Kimbriel had been serving as interim
CIO since January 2015, following Karen
Robinson’s October 2014 departure. He
will focus on helping the state adopt new
technologies while also providing support
for agencies and IT leadership.

Todd Kimbriel

BOSTON ADDS A CHIEF DATA OFFICER
Boston’s first chief data officer will be Andrew Therriault, Mayor Martin Walsh
announced May 25. Most recently, Therriault served as director of data science for
the Democratic National Committee. He also has previous experience and training in
machine learning and network analysis, skills he said he will bring to his role within
Boston’s Citywide Analytics Team, reporting to CIO Jascha Franklin-Hodge.

California Capital Brings in a Familiar Face
SACRAMENTO MAYOR KEVIN JOHNSON announced his intention earlier this year to build out the city’s Office of Innovation.
With an $8.2 million fund set aside, Abhi Nemani, former chief data officer of Los Angeles and co-executive director of Code for
America, was hired as the city’s interim chief innovation officer to get the ball rolling. Although serving for a limited time, Nemani
is excited to learn and experiment with how to scale down city innovation offices that typically exist in larger municipalities like
San Francisco and New York City. Ultimately he hopes that laying this groundwork will lead to a network of small to medium-sized
cities doing innovative work together.
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Lloyd Comes to Silicon Valley

Rob Lloyd

DAVID KIDD

CIO Vijay Sammeta announced plans to leave in July after working for San Jose, Calif., for
more than 20 years. Serving as both CIO and director of the city’s IT department, Sammeta
helped transform the nation’s 10th most populous city in the image of the Silicon Valley
tech giants that surround it. He helped lead an overhaul of the city’s customer information
system, business tax and human resources/payroll systems, as well as pushed for more
Internet of Things solutions to traffic congestion and urban pollution.
Rob Lloyd, CIO of Avondale, Ariz., for the past five years, is headed to San Jose to
lead its IT efforts starting in mid-July. In his time at Avondale, Lloyd was named one of
Government Technology’s Top 25 Doers, Dreamers and Drivers of 2015 for his commitment
to IT excellence and an 80 percent project success rate. Lloyd previously served as CIO of
Ashland, Ore., and chief of IT for Colorado’s Parks and Wildlife Department.
In early July, city officials also announced that PayPal executive Kip Harkness and Steven
DiNoto from Amazon would be joining San Jose’s newly created Office of Civic Innovation.

D.C.’ S I N N OVAT I O N D I R E C T O R H E A D S T O T H E F E D S

TOMSCHENKJR.NET

Washington, D.C.’s first director of technology
innovation is moving on from local government and making the jump to the White
House. Matt Bailey announced that he will
be joining the Office of Management and
Budget within U.S. CIO Tony Scott’s office in
an April 26 tweet. Prior to his work in local
government, Bailey served as a user experience manager for the Consumer Financial
Protection Bureau and was a founding
member of the Code for D.C. brigade, which
is part of the larger Code for America.

Chief Data Officer Network Prompts
Collaboration Nationwide

N. Y. I T L E A D E R S
RECOGNIZED
FOR TECH
MODERNIZATION
EFFORTS
New York CIO Maggie Miller awarded
Steven Spalten the 2016 New York
State IT Leader of the Year Award during
the state’s IT Leadership Academy in
April. Spalten is the director of enduser services for the NYS Office of
Information Technology Services and
was recognized for his leadership
style and accomplishments with the
state’s email consolidation project.
Two other New York IT leaders —

Since last summer, a handful of local governments and academia
have been looking at how to best and most effectively share data
and solutions to problems like homelessness and urban blight.
Now those in charge of city data visualization tools and the data
sets behind them will have a chance to meet the challenges posed
by so many urban environments. On April 11, the Civic Analytics
Network (CAN) — a nationwide network of urban chief data officers from the Harvard Ash Center for Democratic Governance and
Innovation — went from conversation to an implementable reality, thanks to a grant from the
Laura and John Arnold Foundation.
While the overarching goal of the collaboration is to address social issues using data, the
focus of CAN will be making sure the resources are in place to enable governments to intervene
in these issues in the first place. By identifying valuable use cases, those involved in the project
hope to empower information sharing with other cities grappling with similar problems.
Tom Schenk Jr., Chicago’s chief data officer and one of the organizers behind the CDO
network movement, said that once completed, the project will act as a clearinghouse for
ideas and solutions, and will remove unnecessary barriers to communication.

MaryAnne Barry, director of IT Services
at the NYS Office of the State Comptroller,
and Adam Gigandet, deputy CIO at the
NYS Office of Information Technology
Services — were inducted into the
NYS IT Leadership Hall of Fame, which
was established in 2013 to recognize
individuals who have devoted their
careers to improving New York state
and local information technology.
In addition, 36 people from New
York state and local government
agencies were recognized as
Outstanding IT Managers during
the award ceremony in Albany.
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THE STATE OF NEW JERSEY

New Jersey Appoints First CTO
NEW JERSEY GOV. CHRIS CHRISTIE appointed Dave Weinstein, the
state’s cybersecurity director, to be its first dedicated CTO. Until now, the
CTO and CIO positions were held by one person. As the state's stand-alone
CTO, Weinstein will be responsible for crafting and coordinating innovation
strategies and cybersecurity standards, and advancing the state’s goals to
modernize its services.
Previously Weinstein worked as New Jersey’s Office of Homeland Security and
Preparedness as its chief information security officer and chief cybersecurity
director. Prior to this, he served in the Defense Department’s U.S. Cyber
Command center.

OPM Hires a CISO

GSA’s Tech Transformation
Lead Departs

WHITE HOUSE
TAPS BOSTON’S
ANALYTICS
MANAGER

The U.S. Office of Personnel Management hired its
first chief information security officer in April, following a series of data breaches last year. The new
CISO is Cord Chase, former senior adviser on cyber
and national security to the White House and Office
of Management and Budget, and technology head
and engineer at the U.S. Department of Agriculture.
According to a job announcement from the
office last year, Chase will support the department’s CIO office, a position now held by Deputy
CIO Lisa Schlosser, who also is serving as the
department’s acting CIO and senior IT adviser.

The White House Office of Science
Technology and Policy selected Boston’s
Citywide Analytics Manager Kelly Jin
to help with its data efforts. Jin made
the announcement on Twitter, expressing enthusiasm about her appointment. She started on June 27.

Best of Texas Awards Honor Tech-Powered Transformation
Ten winners were recognized in this year’s Best of Texas awards for projects involving
agile development, smart and transparent uses of data, and mobile applications that
serve customers and slash operational costs. A ceremony hosted by the Center for
Digital Government and held at the Texas Digital Government Summit in Austin on
June 20 honored the winners.

After just two months in her new role,
commissioner of the General Service
Administration's (GSA) newly created
Technology Transformation Service will
depart on maternity leave and then
return to the private sector. Phaedra
Chrousos joined GSA in 2014, first serving as a chief customer officer and then
later as an associate administrator at the
Office of Citizen Services and 18F. Public
CIO profiled Chrousos last year, highlighting her goals of re-envisioning how the
GSA operates its procurement, IT and
public building services.
GSA CIO David Shive will serve as
acting commissioner, working with 18F
Executive Director Aaron Snow until a
permanent replacement is found.

Phaedra
Chrousos

The winners include:

In addition, the Texas Workforce Commission’s Ed Serna was awarded the 19th annual
Bob Bullock Award for Outstanding Public Stewardship. Serna, whose public-service
career for the state spans more than 30 years, serves as the commission’s deputy
executive director. In this role, he manages daily operations and provides guidance and
oversight to the employees in its many internal service departments.

DAVID KIDD

• The Texas Workforce Commission was recognized for its implementation
of a new business intelligence tool that uncovers potential unemployment
insurance fraud.
• The Texas Health and Human Services Commission was honored for a new
mobile app for YourTexasBenefits.com, which allows clients to create a selfservice account online for benefits applications, status and management.
• The Austin Police Department was recognized for a new mobile app designed
to make it easy and convenient for two-way communication with the public.

www.public-cio.com
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WHAT DO AIRPORTS, TUNNELS AND A STRONG
DATA NETWORK HAVE IN COMMON?
Roads. Bridges. Transportation. When addressing infrastructure,
technology often gets overlooked. But digital networks are now crucial
to the life of cities. In fact, 90% of ȯcials in local governments say
that modern, high-performance networks are strategically important
for attracting new businesses and driving economic development.
Comcast Business ŏers the high-performance Ethernet network

that businesses demand. It delivers the highest possible performance
through a combination of trȧc prioritization and secure bandwidth.
Unlike older technologies that are slow and expensive to upgrade, Comcast
Business Ethernet quickly scales up to 10 Gbps—usually with a single
phone call. And an enterprise specialist is available to simplify everything.
Visit cbcommunity.comcast.com/government or call 866-429-2241.

Restrict
Rest
rrict
ri
ric
c io
ionss apply.
y.. Call
y
Call for
fo d
det
etailss. © Comcast
Comc
omcast
a t 2016
20
016
16
6. A
All rrigh
ghtss re
g
resser
erve
e
rve
ve
ed
d. So
ourc
urce: CDG Netw
etw
two
w rkin
ng & Economic Vita
alit
itty Su
S rvey
rvey,, 2015
20

INTRODUCING COMCAST BUSINESS ENTERPRISE SOLUTIONS
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