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A New Look at Work

This is a workforce issue like none 
we have ever put together before, 
with every aspect of work changing 

right before our eyes. Fifteen months 
into the pandemic, many of us are by now 
veterans of the virtual work environment. 
Prior to last March, you likely had a 
point of view on telecommuting for the 
government workforce: a wonderful idea 
or one that could never work. But that 
opinion has likely changed. If it hasn’t 
changed, it has probably at least evolved. 

The transition to large-scale remote 
work for large swaths of the public and 
private sectors wouldn’t have been possible 
without technology. A colleague of mine 
would call that statement “a penetrating 
stab at the obvious.” And given our vast 
tech-enabled capabilities, most people 
have been pleasantly surprised by how 
productive their staff  have been.  

In our cover story, Workforce Revisited 
(p. 26), we cite a stat from Pew Research: 
46 percent of workers who had never 
worked remotely pre-COVID say they’d 
like to continue to telecommute at least 
part of the time. That’s a lot of people 
with a stated preference for fl exibility. 
Is government prepared to deliver?  

Those who manage large teams know 
that there’s a degree of uncertainty that 
naturally fl ows from not being able to see 
people in the same physical space, working. 
Presence functions of popular messaging 
apps help, as do video calls and emails in 
which issues are hashed out and progress is 
proven. But diff erences between in-person 
and remote collaboration can be stark, and 
remote work requires a shift to a diff erent 
kind of performance measurement. 

Abby Snay, deputy secretary for Future 
of Work at the California Labor and Work-
force Development Agency, thinks this shift 
can lead to increased employee engagement. 

“If you tell me the results you want and 
leave it to me to come up with the best way 
of achieving those results, I am going to feel 
more empowered. I am going to take greater 
initiative. It’s going to spur my creativity, 
and I’m likely to become a more engaged, 
productive and loyal worker,” she said.  

The challenges of government 
recruitment are well documented, but if 
government expects to compete with the 
private sector for talent, it must be prepared 
to evolve traditional beliefs about how 
work should be done and measured.  

In our feature on The Disappearing Town 
Hall (p. 18), we consider government’s 
evolving physical footprint. As any brick-
and-mortar businessperson can attest, 
leasing or buying the physical space in which 
to conduct business is a signifi cant expense. 
Then there are all the related costs of heating 
and cooling, electricity, equipment, et cetera.  

As has been widely reported, a lot of big 
names in private industry are moving toward 
a virtual model, scaling back the size of 
their headquarters and re-engineering their 
work to require less face-to-face interaction. 
That idea has merit for government 
too, though the prospect is complex for 
organizations with a lot of resources tied 
to physical spaces. CIOs and facilities 
managers alike are reconsidering physical 
space needs, due to budget considerations 
but also to bolster government’s reputation 
as an employer of choice. As the world of 
work continues to evolve, this is a must. 

Global Workplace Analytics’ President 
Kate Lister put a fi ne point on it in an 
interview with GT. “When most companies 
are off ering this [fl exible work options] 
and 95 percent of their people say 
they want it, if government agencies 
don’t off er it, they’re just going to be 
looking at the back of their employees’ 
heads as they walk out the door.”  

By Noelle Knell  /  EditorPOINT OF VIEW
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Money Matters

WHO SAYS?
“There’s two types of data in the world. There’s the stuff that people 

want to steal, and there’s everything else.”  

govtech.com/quotejune2021 

govtech.com/extra: 
Updates from Government Technology’s
daily online news service.

As Vermont moves to create a $53 million technology fund for long-needed modernization 

projects, CIO John Quinn has argued that such a fund is both necessary and potentially 

sustainable. After testifying before lawmakers in March, Quinn was optimistic that details for the 

fund could be worked out before the beginning of the next legislative session, beginning January 

2022. The fund would include resources for replacing Vermont’s DMV, ERP  and unemployment 

insurance systems, among a total of 12 projects. 

Biz Beat 

FACE TIME 

AT&T is opening its 5G+ service — faster than standard 5G but harder to make work over 
large areas — to public safety agencies in 38 cities on the FirstNet network. FirstNet 
subscribers in cities including New York, Los Angeles, Chicago and Miami will get access 
to the faster service with no extra charge. AT&T is also working to shore up the network’s 
encryption and upping its eff orts to promote health and wellness among fi rst responders. 

When universities went virtual last year, administrators 

increased their use of anti-cheating programs, which monitor 

students via webcam with AI-based facial recognition. But 

this March, the University of Wisconsin-Madison disabled 

facial recognition features off ered through Honorlock, one 

online exam proctoring service, after three students with 

darker skin tones said the program failed to recognize their 

facial features and paused the exam. The company’s CEO 

denied hearing any explicit reports of such events, but said 

developers are working to refi ne the AI’s features, which aim 

to fl ag suspicious behavior during testing. 

MOST READ STORIES ONLINE:
How Excelsior Pass, the First U.S. 

Vaccine Passport, Works  

Is Blockchain the Answer for COVID 

Vaccine Passports?  

Utah’s New Mobile ID Pilot Might Be the 

Future of Digital ID  

Can AI Give California an Edge in the 

Fight Against Wildfi res?  

States Push for Broadband as American 

Jobs Plan Gains Steam  

The DOTGOV Act: Local Cybersecurity 

a National Imperative  

6         June 2021 //  www.govtech.com

Funding raised in a Series B 
investment round by Replica, a startup 
that uses “synthetic” data to improve 

traffi  c and other urban activity. 

The number of states selected to 
participate in the National Governors 
Association Center for Best Practices 
2021 Policy Academy, the theme of 

which is cybersecurity. 

tech/bytes 

The percentage of all Internet traffi  c 
that came from “bad bots” in 

2020, according to IT security 
company Imperva. 

25.6

5

41M 

%

$

600
The number of e-mopeds 

that bike-share company Lime 
is introducing in Washington, D.C. 
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By Stephen GoldsmithBECOMING DATA SMART 

Stephen Goldsmith 
is a professor at 

Harvard Kennedy 

School and director 

of the Innovations in 

Government Program 

and Data-Smart City 

Solutions. The former 

mayor of Indianapolis, 

his latest book is 

The Responsive City: 

Engaging Communi-

ties through Data-

Smart Governance.

K ip Harkness, the deputy city 
manager for San Jose, Calif., 
owns the city’s IT and innovation 

portfolios. He came to the city from a 
private-sector tech background, yet now 
one of his most signifi cant innovations 
deals with the most basic of issues: how 
to connect low-income constituents to 
the Internet. There’s an inherent irony 
in the poor connectivity that many low-
income folks suff er right in the middle of 
America’s tech heartland; according to 
Harkness, “despite the fact that we’re the 
capital of Silicon Valley, the speeds that 
you would have on your phone getting off  
an airplane here might cause you to think 
you’d landed in the wrong country.”     

In 2016, Harkness brought on 
FUSE Fellow Dolan Beckel to explore 
broadband and equitable access in San 
Jose. “At that point, nobody in the city 
had an idea what broadband and digital 
inclusion meant, and we spent the next 
year or so developing a strategy,” he 
said. Despite initial challenges between 
the city and telecom companies over 
small cell placement, the city proposed 
a collaborative relationship that would 

work for both. As Harkness 
described it, AT&T and 
Verizon “signed on with 
us that between the two 
of them they would install 
4,000 5G small cells. And 
so, for the last 18 months 
prior to the pandemic, we 
were actually scaled up 
and had that fully going, 
so that fortuitously by the 

time we went into shelter-in-place, we 
had a fully digital system already built.”  

He described another “very fortuitous 
happenstance” during this time: the 
move to digital permitting. Most of the 
telecom permits were already paperless 
pre-pandemic, which meant that the 
move to remote work didn’t disrupt 
the process. The permitting led to a 
partnership that is the fi rst of its kind at 
this large of a scale and ended up being 
perfectly timed as the city went into 
remote work and distance learning. 

For Harkness, equity was always a part 
of his IT and infrastructure plans. “When 
the pandemic hit, there were no pieces of 
paper to be lost, we were able to permit 
at 70 [small cells] a week,” he explained.  

“At that point, we sat down in 
partnership mode and said, ‘We want to 
continue to accelerate connectivity, but as 
you build out the next round, we need more 
of that to happen in the neighborhoods of 
need rather than in other places.’” Verizon 
and AT&T agreed with this equity focus 
and shifted their small cell construction 
to focus on the neighborhoods that 
the city had identifi ed as high need.  

Harkness is particularly proud of 
creating a “virtuous cycle” that companies 
are happy to sign on to, even when the 
city went above and beyond the FCC 
parameters. Any money that comes in 
through the telecom permitting fees for 5G 
small cell deployments that doesn’t directly 
support the city team working on the 
permissions is put into a Digital Inclusion 
Fund. This created a “closed loop,” so that 
every dollar that comes in from telecom 

partners — at roughly $750 per small cell 
per year — is either directly supporting 
city employees working on connectivity 
or being funneled back into the under-
connected and low-income community.  

The Digital Inclusion Fund is managed 
by select community-based organizations 
that conduct annual grant cycles. One of 
the ways that the fund helps get families 
and individuals connected is through 
libraries, which Harkness described 
as “the tip of the spear for us on digital 
inclusion.” Especially with the pandemic, 
the library system has been a main source 
of connectivity through an expanded hot 
spot borrowing program; AT&T provided 
$6.8 million of hot spot equipment for 
libraries and schools, and the city used 
coronavirus relief funds to pay for the 
connectivity service. Harkness said this 
had a signifi cant ripple eff ect. “Our hot 
spots can connect up to 16 people on a 
device without degradation. What we 
found is, you connect the student, you 
connect up to three generations.”  

Cities and telecom providers simply do 
not have the same goals. Private companies 
will prefer to prioritize those areas with 
more commercial opportunity, while cities 
want to ensure equitable availability. The 
San Jose model provides structure for a 
path forward with overlapping interests: 
Issue the permits effi  ciently and quickly, 
generate reasonable fees, and use a 
partnership with some gentle nudging 
to increase coverage. It’s a good lesson.   

Betsy Gardner, a research assistant 
and writer for Data-Smart City 
Solutions, co-authored this column.  

Building Equity
San Jose’s model for expanding connectivity is one to watch. 
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I
n many ways, the past year has been government’s time to 

shine. Despite massive disruption, IT and business leaders 

have risen to the task of enabling remote work and delivering 

constituent services in new ways. At the same time, they’ve 

encountered daunting technology challenges as overburdened 

web portals crashed and slow page loads frustrated users seeking 

unemployment relief and other urgent services. 

To address these challenges and prepare for emerging 

technologies that require secure, real-time data processing at massive 

scale, many government IT leaders are turning to edge computing, 

where the collection and processing of data occurs closer to the 

sources of that data to improve latency, availability and security. 

IDC predicts that enterprises will invest approximately $250 

billion in edge computing by 2024.1 As state and local government 

organizations consider adoption or expansion of edge computing 

programs, it’s critical to understand which technologies help 

deliver a secure, highly available solution and how to best use edge 

computing to propel digital transformation efforts forward. With the 

right tools and strategy, state and local government IT leaders can 

maximize the quality and reliability of digital services, provide more 

personalized user experiences and improve cybersecurity.

Taking Advantage of the Edge Universe
Maximizing the potential of edge computing requires an 

intelligent platform that minimizes latency and optimizes computing 

at the edge. Two important determinants of latency are 1) the 

number of “hops” data has to make to reach its destination, and 

2) the distance between hops. 

An intelligent edge platform minimizes both factors by providing 

pervasive, highly distributed points of presence that enable 

proximity to devices and users. These locations store data and 

resources close to where they’re needed to provide the lowest 

latency and highest availability. In addition, an intelligent platform 

uses data coming from these and other sources to identify traffic 

issues and route around them. 

Very few infrastructure providers have the technology, expertise 

and financial resources to build out this type of highly distributed, 

highly localized (within one mile of end users) infrastructure. The 

leading intelligent edge platform is built on a network with more 

than 4,000 different points of presence, whereas one of the world’s 

leading cloud platforms is built on 230 points of presence globally.2

An intelligent edge platform also incorporates a range of 

services, including:

Security at the edge. The massive shift to remote work has 

highlighted the need for security and zero trust access control 

that can be deployed regardless of where users, devices, 

applications and data are located. As a result, secure access 

service edge (SASE) has become increasingly popular. Using 

edge computing and machine learning, SASE controls look at 

user behavior and other contextual signals to detect, predict 

and prevent attacks. 

Development at the edge. Edge workers enable developers 

to easily create and massively proliferate data, logic and 

microservices (e.g., for geolocation or personalization) to edge 

locations. By pushing services closer to end users, these tools 

reduce latency without burdening infrastructure or traffic flow 

where the code originated. 

Knowing When to Use Edge Computing (vs Cloud)
The key to using edge computing successfully is knowing 

when to use it. Cloud computing and edge computing serve very 

different — and complementary — purposes. Edge computing is 

best for use cases that require shorter latency, higher availability 

or better security than is available when data has to travel 

between a user (or endpoint device) and a data center. This 

includes scenarios where actions must be taken based on data 

Edge Computing: 
An Essential Catalyst for Digital Transformation

THE GOVERNMENT EDGE DEFINED
The edge refers to network locations that are distributed 
away from the core of the data center. Its purpose is to shift 
data, computing power, interactions and decisions closer 
to users and endpoints to deliver better user experiences.

Edge computing refers to the collecting and processing 
of data close to the edge, where devices and people 
generate or consume that data. The purpose is to keep 
data traffic local and distributed to improve availability and 
reduce latency (i.e., the amount of time — or lag — between 
sending and receiving data).
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that is generated at the edge or that changes quickly and loses 

its value if it can’t be processed in real time. Cloud computing is 

optimized for scalability and availability. It’s ideal for data that has 

a longer shelf life (i.e., hours or months) and must be aggregated, 

processed and analyzed to provide ongoing value. 

Bringing the Edge to Life: When Milliseconds Matter
The following use cases exemplify the types of scenarios that 

are ideal for edge computing.

Day-to-Day Government — Vaccine Scheduling 
Government organizations have rallied to roll out web portals 

and call centers where the public can register for and schedule 

a COVID-19 vaccine appointment. With edge computing, a 

registrant can quickly find a vaccine location near them by 

entering a ZIP code or enabling location-tracking on their 

device. Because artificial intelligence (AI) and machine learning 

occur right at the edge, appointment availability is continually 

updated, giving registrants an accurate, real-time view of 

appointment slots. Security at the edge, bolstered by deep 

learning and machine learning, identifies and removes malicious 

robots before they can access vaccine scheduling websites in 

order to hoard and then “scalp” vaccine appointments.

Essential Services – Social Safety Net and Education
As a large number of individuals and families attempt 

to access government websites to request unemployment 

assistance and other urgently needed services, slow page-

loads, website crashes and error messages can turn relatively 

easy processes into exercises in frustration and wasted time. 

The same challenges confront families with children who are 

struggling to attend K-12 classes online. Edge computing 

addresses these challenges by moving computing resources 

closer to where they’re needed to enable streaming video and 

real-time processing at massive scale.

Emergency Services — Firefighting
By processing data where it’s generated and taking advantage 

of localized, high-speed connectivity, edge computing enables 

firefighters and other first responders to use data from advanced 

technologies to respond more rapidly, effectively and safely. IoT 

sensors can detect smoke or heat in remote or high-risk areas and 

automatically alert dispatchers. Automated messaging systems 

can send real-time updates and evacuation alerts en masse to 

community members in the fire zone. Body worn cameras and 

health monitors can help command units track the location and 

status of each firefighter, while drone surveillance can help identify 

evacuation routes, access roads for heavy equipment, and people 

or structures that are in harm’s way.

Rooted in the Future
The call for better user experiences — as well as the expanded 

use of IoT devices, AI and other emerging technologies — has 

highlighted the value of edge computing. As state and local 

governments embrace digital transformation, edge computing 

becomes more firmly rooted in their strategies. The key to success 

is to use edge computing with discernment and extend its value by 

wrapping it around cloud and other centralized solutions. 

This piece was developed and written by the Center for Digital Government 

Content Studio, with information and input from Akamai.

Endnotes:

1. Worldwide Spending on Edge Computing Will Reach $250 Billion in 

2024, According to a New IDC Spending Guide. September 2020. 

https://www.idc.com/getdoc.jsp?containerId=prUS46878020

2. AWS Global Infrastructure web page. Accessed March 2021. 

https://aws.amazon.com/about-aws/global-infrastructure

“One local government went from a 
20-minute process to sign up for a vaccine
to a two-minute process when they
implemented an edge computing solution.
And it wasn’t that they saved any steps
for the user. It’s just that it took the pages
that much less time to load as they went
through a multi-page signup process.”
Ari Weil, VP of Marketing, Akamai

Akamai secures and delivers digital experiences for the world’s largest companies. Akamai’s 

intelligent edge platform surrounds everything, from the enterprise to the cloud, so customers 

and their businesses can be fast, smart, and secure. Top brands globally rely on Akamai 

to help them realize competitive advantage through solutions that extend the power of 

their entire architecture. Akamai keeps decisions, apps, and experiences closer to users 

— and attacks and threats far away. Akamai’s portfolio of edge security, web and mobile 

performance, enterprise access, and video delivery solutions is supported by unmatched 

customer service, analytics, and 24/7/365 monitoring. www.akamai.com

The Center for Digital Government, a division of e.Republic, is a national 

research and advisory institute on information technology policies and 

best practices in state and local government. Through its diverse and 

dynamic programs and services, the Center provides public and private 

sector leaders with decision support, knowledge and opportunities to 

help them effectively incorporate new technologies in the 21st century. 

www.centerdigitalgov.com.

For:Produced by:

© 2021 e.Republic. All rights reserved.

IDEAL USE CASES FOR EDGE 
COMPUTING INCLUDE:

Instantaneous delivery of services
Action based on real-time data processing at massive scale 
Location-specific content 
Interaction with IoT-connected devices 
Streaming content
Security controls at the edge 

IMAGE PROVIDED BY SHUTTERSTOCK.COM
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1
How has the pandemic impacted 
how Delaware state employees do 
their jobs?  

We have a little more than 300 employees 

in the Department of Technology and 

Information that are actively engaged 

in core services across the state. There 

are some job functions that just can’t 

be performed remotely. Since the 

pandemic started, we have about 25 to 

40 employees in on a given day, whether 

that’s on administrative tasks or our 

network operations center, our output 

management services, or our networking 

team, keeping everything that everybody’s 

connecting to going. In addition, our 

desktop support teams maintain the 

machines and devices that everyone 

is using. However, the majority of our 

workforce, the other 250 plus, have been 

working from home since the pandemic 

started, and about 80 percent of them 

already had the functionality to do that. 

Jason Clarke
CIO, Delaware

FOUR QUESTIONS

Officially on the job as Delaware CIO since November 2020, Jason Clarke brings 

more than a decade of state service to the role, the last two as chief operating officer for the 

Department of Technology and Information. In April, Clarke talked to GT about workforce 

challenges, evolving the shared services model and enabling secure online capabilities.  

left are some of the ones most impacted, 

from a service standpoint, by the pan-

demic. For example, our Department of 

Health and Social Services, our child and 

youth services, and others have a very 

direct, public-facing, seven-days-a-week  

role in the response to the pandemic. 

As a result, we’ve put that on pause. 

In addition, we need to work through 

our shared services cost model. We’ve 

had a traditional, cap-ex  state budgetary 

process and we needed to take a mo-

ment to understand how things would 

change as we move forward to normal-

ize some of the spend in IT, and to show 

how we could cut across some of those 

things by addressing the commodity 

services in a standardized fashion.  

4 
What does recent momentum 
behind broadband mean 
for plans in Delaware?  

Gov. Carney has been a huge supporter 

of closing the broadband gap in Delaware. 

We have invested in fi ber up and down our 

state to connect state services, and we’ve 

seen that fi ber grow with co-ops and private 

partnerships that extend it across our 

state and put it in range of other services. 

Access to CARES Act money allowed us 

to pursue wired connections, but also MiFi 

devices to well over 25,000 students who 

otherwise would not have access. We 

partnered with the schools, which made 

sure that students had a device to connect.  

We also leveraged some CARES Act 

money to put together a strategic plan. 

The next step is to map out Delaware and 

understand what services are available 

where, what partnerships we need to create 

and what federal government programs we 

may be able to leverage to do something 

that’s a little more permanent than wireless. 

We just have to fi gure out which pockets of 

money to take advantage of to close the gap. 

We have more of a sponsorship role, 

evaluating the technologies that are 

available. We are responsible for the 

contracts that actually bring the Internet 

in for state services. So we’re leveraging 

our relationships and our insight around 

the technology to develop a plan and 

fi gure out how to leverage the funds and 

ultimately gain the governor’s support again 

in applying more dollars to fi nish this out.  

— Noelle Knell, Editor 

2
What’s the ideal scenario for the 
state’s workforce in the future?  
I think it’s a combination of both [remote 

and on-premise]. There are a number of IT-

related tasks that are independent and 

individualized. Many developers trade one 

screen for another when they go home 

and so they have really nice home work 

environments. But we are not going to be 

able to replicate that everywhere and so 

we need space for that to happen. I think 

we’ll also fi nd ourselves creating hotel 

space, where we bring a few people in at 

a time to get through a new initiative, make 

sure that we’re bouncing things off  of one 

another in a way that can only occur when 

we’re together, but then from there, you 

go back home and take care of the job. 

3
What’s the status of Delaware’s 
long-running centralization project? 
We’re in a bit of a holding pattern. 

The non-centralized agencies that we have 

10           June 2021  //  www.govtech.com

010_GT_June21.indd   10010_GT_June21.indd   10 5/10/21   3:36 PM5/10/21   3:36 PM



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

Page #

__________Designer __________Creative Dir. 

__________Editorial __________Prepress

__________Other ____________OK to go

5      25    50     75    95   100 5      25    50     75    95   100 5      25    50     75    95   100 5      25    50     75    95   100

BLACK
YELLOW

MAGENTA
CYAN

     CMY grey        T1       T2       T3

State and local governments typically have trained 
their employees in person, gathering staff  in large 
conference room settings or off site locations. But the 

nation’s response to COVID-19 caused large parts of public 
life to go virtual — including government workplaces.

The shift to remote work among state and local governments 
not only changes how public employees do their jobs, but 
also how they develop their skills. And these changes aren’t 
temporary. Nearly 75 percent of state and local governments 
expect the future of work to be a hybrid of in-offi  ce and 
remote employment, according to new research conducted by 
the Center for Digital Government (CDG) for Google Cloud.

This makes eff ective virtual training critical to the long-
term success of state and local government agencies. 
The CDG/Google Cloud research — which surveyed 125 
state and local government offi  cials in November 2020 
on their COVID-19 response and recovery eff orts — found 
that respondents ranked employee training among their 
top workforce challenges during the pandemic. Agencies 
must develop virtual training strategies that strengthen 
engagement, foster a sense of connectedness, and ensure 
employees develop the skills they need to be successful in 
their roles and better serve the public.

The Benefi ts of Virtual Training
Beyond enabling state and local agencies to meet COVID-
related social distancing requirements, virtual training off ers 
multiple advantages over traditional in-person training. 

First, it’s more cost eff ective and scalable. In-person 
training must be conducted in a physical location with a 
fi xed capacity at a set time. Research shows organizations 
can save between $9,550 and $15,870 per session by 
switching from traditional classroom training to virtual 
training.1 At the same time, employees may retain more 
of what they learn and spend 40 to 60 percent less time 
learning the same material.2 

Virtual training also eliminates geographic, space and 
time constraints because employees can participate 
from anywhere. This approach off ers employees more 
fl exibility, depending on how training is structured. They 
can engage with content on smartphones, desktops or 
tablets, which can be benefi cial for employees who are 
juggling remote schooling with remote work and sharing 
devices within their household.

On-demand, recorded trainings provide added convenience 
and the opportunity for self-paced learning. 

Engaging 
Remote 
Employees 
with Virtual 
Training
Cloud-based collaboration platforms prepare 
agencies for the long-term future of work.

ADVERTISEMENT
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In addition, virtual training helps agencies maintain 
workplace culture and foster inclusivity as they operate in 
new ways. With most government employees working in 
remote or hybrid environments over the past year, there’s 
minimal opportunity for in-person team meetings, casual 
conversations, brown bag lunches or social outings that help 
build a sense of camaraderie. Virtual training can’t entirely 
replace these experiences, but it does help reinforce bonds 
among management and staff  because they can see and 
communicate with each other online. This also can keep 
employees productively connected to their agencies’ 
mission and reaffi  rm why the work they do to serve the 
public is so important. 

Best Practices for Virtual Training
In a socially distanced world, virtual training is an 
indispensable tool that empowers employees to execute 
critical tasks from anywhere and ensure the work of 
government doesn’t come to a halt. As state and local 
agencies develop virtual training strategies, they should 
keep the following best practices in mind:

Have a plan: Though agencies can repurpose content 
from prior training sessions, it’s important to gather insights 
and feedback from employees and key stakeholders 
before fi nalizing the content. Ask what worked well and 
what didn’t in previous trainings, such as separating 
participants into breakout rooms or holding a Q&A session 
at the end of the training rather than throughout.

From there, you can create learning objectives and measurable 
training goals, such as having participants demonstrate 
profi ciency in a specifi c workplace process or technical tool. 

Tap into internal and external expert resources: Identify 
internal subject matter experts or external speakers who 
can deliver educational content in engaging ways. 

Agencies also can work with other government 
organizations to assemble best practices for virtual training. 
The specifi cs can vary by state, but there may be overlap 
in certifi cation, continuing education and other training 
requirements. Governments can harness their collective 
wisdom to improve educational content or collaborate 
on training sessions.

Virtual Training in Action
Use cases for public safety, corrections
and emergency management

Government agencies already use virtual training 
in multiple ways. Jeff  Brown, a Google Workspace 
expert for Google Cloud Public Sector, says a growing 
number of state agencies use virtual training platforms 
like Google Classroom and Google Meet for recurring 
certifi cations in public safety, corrections and 
emergency management.

“They used to use large conference room settings to 
go through the written testing to certify corrections 
or public safety offi  cers to use a taser — not the 
physical click-the-button and practical use, but the 
written portion of the training that goes over where 
you need to target and other policies and procedures,” 
he says. “We’re also seeing agencies use this to train 
smokejumpers. The training, again, isn’t focused 
on physically using the equipment, but a written 
certifi cation test that they need to pass.” 

Some corrections departments also use virtual training 
for GED and skills testing in correctional facilities, giving 
off enders access to learning opportunities that can 
help them gain employment when they’re released and 
potentially reduce recidivism.

The state of Iowa uses Google Classroom and a host of 
Google Workspace applications to meet evolving training 
requirements. For example, the state uses these tools 
to support a train-the-trainer model, teaching employee-
trainers and department leaders how to create virtual 
training sessions for remote employees. 

These platforms are being leveraged to meet other needs, 
too, such as supporting Iowa’s virtual visitation program 
for prison inmates. Because of the pandemic, in-person 
visits were suspended at Iowa correctional facilities, 
so the state uses the Google Meet video conferencing 
solution to provide secure, compliant in-person visits 
between inmates and their families.  

The virtual visitation program, which was launched 
in March 2020, completed more than 98,000 video 
visits in its fi rst year of operation and has received 
overwhelmingly positive user reviews. From design to 
deployment, the program was created in three weeks. 
It uses 110 Chrome Books deployed across nine Iowa 
Department of Corrections facilities to provide virtual 
visits that help the department keep inmates connected 
to their families at a time when maintaining human 
connection is increasingly diffi  cult.
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Engage, then educate: Use polls and surveys to hold the 
attention of virtual training participants. “Everybody running 
a virtual meeting today has had to fi gure out ways to get the 
audience engaged, use the right material, make it interactive 
and potentially fun,” says Jeff  Brown, a Google Workspace 
expert for Google Cloud Public Sector.

It also helps to keep sessions short. He says courses should 
be no longer than an hour, with 45 minutes of discussion 
and 15 minutes of audience questions. If this isn’t possible, 
agencies should consider breaking content into multiple 
sessions to combat online fatigue. 

Use analytics to your advantage: Leverage analytics to 
gain more insight into how employees engage with training 
content and identify opportunities for improvement. Virtual 
training platforms can gather engagement data in real time 
and let agencies assess which interactive elements or 
content resonate with employees.

Measure and refi ne: Agencies also can use these 
metrics to assess whether they’ve achieved their learning 
objectives and training goals. Gathering feedback from 
participants, especially through post-event surveys, helps 
agencies improve current and future trainings.

Creating Your Virtual 
Training Infrastructure
Before state and local agencies can implement virtual 
training, they must build their virtual training infrastructure 
and carefully tailor their content and online programs to 
maximize employee engagement and learning retention. 
Agencies should start with a cloud-based platform and 

companion solutions that give employees access to 
content across devices and on-demand, and support 
diff erent learning approaches, including self-taught, in-
person, virtual or hybrid learning. The platform should 
easily integrate with other email, video conferencing, 
online presentation and calendar applications, creating 
an integrated environment that lets employees access 
all training materials and tools in one place. 

The platform should support and simplify the training 
experience for employees and instructors. It should off er 
a streamlined process for employees to see all learning 
opportunities and easily register for sessions. Instructors 
must have access to reporting dashboards and analytics 
to view activity for each user, manage registrations, and 
track attendance and participation levels during sessions. 
Engagement features such as pre- and post-event surveys, 
breakout rooms, question-and-answer tools, in-session 
polls and chat capabilities help keep employees immersed 
in training content throughout each session.

Of course, virtual training for government employees also 
must be secure. Agencies need remote VPNs to ensure 
only employees or other authorized users can access their 
training content and networks. This is especially important 
if the content contains sensitive material. Employees’ home  
WiFi networks typically aren’t as secure as offi  ce-based 
networks, so taking this step is critical to safeguard privacy 
and strengthen endpoint security.  

Finally, as they create their virtual training infrastructure, 
agencies need to address digital equity and accessibility. 
For example, agencies should provide a telephone-based 

Nearly 75 percent of state and local governments 
expect the future of work to be a hybrid of in-offi  ce 
and remote employment, according to new research 
conducted by the Center for Digital Government for 
Google Cloud.
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training option for employees who have trouble accessing 
online content. (Instructors can provide training material 
to participants beforehand via email.) This is particularly 
important for employees in rural areas with limited 
broadband or WiFi access. Virtual training platforms also 
should be accessible by design — with features such as 
a Braille display, screen reader, caption track and voice 
capabilities — to support employees with physical and 
sensory disabilities or specifi c learning disabilities.  

Improving Skills and Performance
As agencies continue to embrace remote and hybrid work, 
virtual training off ers the fl exibility and cost effi  ciency they 
need to engage employees and help them develop 
key skills. 

Agencies must marry technology and content to create 
eff ective virtual training programs. Adopting a cloud-based, 
collaborative learning platform as the foundation for virtual 
training infrastructure lets employees and instructors 

benefi t from an integrated workspace that provides a 
one-stop destination for all their training needs. With these 
tools, agencies can foster stronger connections across their 
workforces and help employees build skills that empower 
state and local governments to deliver more eff ective 
services and better customer experiences. 

For more information on Google Cloud solutions for Workplace 
Productivity please visit: https://workspace.google.com/
industries/government/

Endnotes:
1    State of Online Training. Training Industry Inc. 2016. 
2  Facts and Stats That Reveal The Power Of eLearning. Shift. April 4, 2016. 

This piece was written and produced by the Government 
Technology Content Studio, with information and input from 
Google Cloud.

Google Cloud is widely recognized as a global leader in delivering a secure, open, intelligent and 

transformative enterprise cloud platform. Our technology is built on Google’s private network and is the 

product of nearly 20 years of innovation in security, network architecture, collaboration, artifi cial intelligence 

and open source software. We off er a simply engineered set of tools and unparalleled technology across 

Google Cloud Platform and G Suite that help bring people, insights and ideas together. Customers across more 

than 150 countries trust Google Cloud to modernize their computing environment for today’s digital world.

Government Technology is about solving problems in state and 

local government through the smart use of technology.  Government 

Technology is a division of e.Republic, the nation’s only media 

and research company focused exclusively on state and local 

government and education. www.govtech.com

For: Produced by:

©2021 e.Republic. All rights reserved.

Agencies must develop virtual training strategies 
that strengthen engagement, foster a sense of 
connectedness, and ensure employees develop 
the skills they need to be successful in their roles 
and better serve the public.
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Low-Code, 
High Impact:
Building an Optimal Path Toward 
Case Management Modernization

With these essential 
qualities, government and 
education IT leaders can 
operate successfully in a 
hybrid, multicloud world.

THE FOUR 
CAPABILITIES 
A CLOUD 
NINJA MUST
MASTER

G overnment and education organizations live in a hybrid, multicloud world today. A new nationa
Center for Digital Government survey of state and local government and education officials fou

that 79 percent of respondents are planning or are in discussions to expand their hybrid cloud use. CIO
IT leaders also envision a bright future for the cloud — most believe that more than half of their computi
workloads ultimately can move there. But that won’t be easy. A range of roadblocks exist that can stall 
transformations to hybrid and multicloud environments. 

Survey respondents identified multiple barriers that impede organizations from fully realizing anticipated re
on modernization investments. They acknowledge that hybrid clouds create more work for their IT staffs th
public clouds. Drilling into the data shows one reason why: Only 17 percent of government and education 
leaders are “very confident” in the security of the hybrid cloud. It’s a barrier that’s hard to address because
difficulties in ensuring adequate security training for government and education workforces.  

To overcome these challenges, IT personnel who spearhead hybrid cloud projects will need to master uniq
skills and implement essential solutions in four key areas: control, agility, performance and security. In turn
these high achievers will reach an exalted status: They’ll earn the right to be called cloud ninjas.

W H E N 
H I N D S I G H T 
I S  2 0 2 0
W H A T  H A V E  W E  L E A R N E D 
2 0  Y E A R S  A F T E R  Y 2 K  A N D 
W H E R E  A R E  W E  G O I N G  N O W ?

ANNUAL THOUGHT LEADERSHIP PAPER BY
THE CENTER FOR DIGITAL GOVERNMENT

A Platform 
for Change 
in Human 
Services
A cloud-based, integrated series of 
modular tools helps agencies work 
more efficiently, capture better 
data, collaborate more 
effectively and do 
more for citizens.

H
uman services agencies 
face tremendous pressure. 
The populations they assist are 

growing larger and are more diverse than 
ever. At the same time, the federal government is 
advocating the use of evidence-based practices and 
programs based on outcomes — with higher expectations 
for reporting. All of these factors leave agencies grappling 
with greater volumes of work.

Compounding the challenge, many agencies still rely 
heavily on manual, paper-based processes. Mission-critical 
data resides in siloed systems, making it difficult to share 
information among different departments, much less with 
sister agencies, community partners or funders. When 
these entities do share information, it’s often inconsistent. 
For example, separate databases might show different 
addresses, family arrangements or health situations 
for the same citizen, depending on when that person 
interacted with various departments or agencies. 

Besides creating data-sharing challenges, these legacy 
systems do a poor job of supporting human services 
staff. Employees can’t access information they need from 
mobile devices, for example. And the interfaces can be 
awkward and counter-intuitive, making it frustrating to 
capture and retrieve data. 

All these issues slow agencies down and keep them 
from meeting their missions.

A Better Solution for Human Services
Provider Management, a new software-as-a-service, 

integrated solution from New York-based Casebook, 

can he
more wor

and deliver gre
Designed specifica

Provider Management in
handle intake, tracking, repor

mobile access and other functions, w
so data flows to every operation tha
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There’s a key document that many public agencies are 

required to publish for the general public: the comprehensive 

annual financial report, or CAFR. This lengthy and complex 

document typically involves months of effort, with numerous 

contributors and reviewers both inside and outside the agency.

Collecting data and compiling the report can be an extremely 

detailed and onerous process even in the best of circumstances. 

But many of the traditional challenges of producing a CAFR have 

been amplified even further by the COVID-19 pandemic, with 

workflow disruptions and many staff working from home.

Forward-thinking organizations, however, have adopted cloud-

based solutions for producing their CAFRs. These cloud tools not 

only make it easier and more efficient to publish timely, high-quality 

financial reports, but also enable teams to communicate and 

collaborate no matter where they may be located. Such a platform 

strengthens an organization’s readiness for any unexpected 

disruptions that may lie ahead.

One such agency is the Iowa Public Employees’ Retirement 

System (IPERS). The agency previously used standard office 

word processing and spreadsheet software to produce the 

report’s narrative text and data tables. A contract graphic 

designer imported these files into Adobe InDesign software, 

then manually entered changes to the numbers and text as 

they were updated during reviews. Throughout the production 

process, multiple versions of the design file were sent to report 

reviewers, making it difficult to keep track of changes 

and revisions.
The entire process was time-consuming, confusing and 

frustrating for everyone. The IPERS team needed a way to 

improve version control, automate data updates, reduce costs 

and improve overall efficiency of the CAFR production work.

Iowa’s challenges are familiar to other public sector teams 

responsible for publishing financial reports. Most organizations 

attempt to publish their CAFR within 180 days after the close 

of the fiscal year. Given the amount and scope of detailed data 

included in the report, meeting this schedule presents several 

challenges for publications teams. State and local government 

financial leaders responding to a 2020 Governing/Workiva 

survey noted:
• Difficulty in communicating and collaborating effectively 

to obtain, review and update report data and text 

content
• Limited or outdated technologies, especially standard 

document and spreadsheet tools

• Lack of secure network connectivity that would allow for 

direct document access and file transfers

• Limited access to data and information that are important 

for producing a complete and accurate report. The survey 

found 65 percent of state agencies have some level of 

dependence on IT to pull and refresh data

How Cloud Tools Improve CAFR
Production, No Matter the Situation
As one Iowa agency has shown, cloud not only streamlines financial data gathering and reporting, 

but sets the stage for process improvement and flexibility for remote work.
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April 19, 2021, marked 
a banner day for space 
exploration: NASA’s Ingenuity 
Mars Helicopter became the 
fi rst aircraft to take fl ight on 
another planet. Designed by 
the Jet Propulsion Laboratory 
and carried to the red planet in 
the Mars 2020 Perseverance 
spacecraft, Ingenuity weighs 
just four pounds and contains 
no science instruments. 
The craft’s purpose was to 
determine whether further 
aerial exploration of Mars 
would be possible. 

Due to its distance from 
Earth — hundreds of millions 
of miles — Ingenuity could 

not be piloted via human 
control and instead fl ew 
autonomously, climbing 
to 10 feet off  the ground 
and hovering for 30 
seconds before making 
a controlled landing. 

“As an homage to the two 
innovative bicycle makers 
from Dayton, this fi rst of many 
airfi elds on other worlds will 
now be known as Wright 
Brothers Field,” a NASA 
representative announced 
of the area on Mars where 
the copter took fl ight, “in 
recognition of the ingenuity 
and innovation that continue 
to propel exploration.” 

Take Off 
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THE 

TOWN 
HALL

KITCHEN TABLE, SPARE BEDROOM 
OR A GOVERNMENT BUILDING. 
WHERE WILL THE PUBLIC SECTOR 
DO ITS WORK IN THE FUTURE? 

BY DAVID RATHS
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“Forced into it, they fi nd that it’s working 
very well, and productivity and employee 
engagement are up,” Lister added. 

Does remote work 
save money?

The Telework Enhancement Act of 2010 
required federal agencies to quantify some 
of the results from their remote working 
initiatives each year. The Social Security 
Administration reported $900 million in 
real-estate savings in 2018 and 2019 , and the 
General Services Administration reported a 
40 percent reduction in space and millions 
in real-estate and administrative savings. 

Organizations often begin remote 
work eff orts because of the cost savings, 
Lister added, but end up identifying 
other positives. “Once they’re in it, they 
fi nd out that the benefi ts are far more 
around human growth. But to get the 
C-suite’s attention and to get the chief 
fi nancial offi  cer to sign off , it often 
takes making a solid business case.”

CIOs who are thinking about reversing 
remote work policies should perhaps 
think twice, Lister added. She cited a 
survey of U.S. Department of Education 
employees after a telework policy was 
reversed in 2018. Eighty-seven percent of 
respondents said the telework rollback 
had hurt morale, while only 2 percent 
felt it had a positive eff ect. In addition, 
75 percent did not feel being back in the 
offi  ce had improved collaboration, and 
86 percent said they knew someone who 

nice, beautiful offi  ce space,” she says. If 
they adopt the “hoteling” concept, in 
which employees use a booking system 
to reserve generic desk space on certain 
days, they might have to give up some of 
their leased space. While considering how 
much space to keep in planning for future 
growth, her offi  ce would look into whether 
another state agency is looking for space 
to sublease. “Those are the conversa-
tions we’re starting to have,” Dunn said. 

Kate Lister, president of Carlsbad, 
Calif.-based consulting fi rm Global 
Workplace Analytics, said that, tradi-
tionally, state and local government has 
been behind on the telework curve. “The 
resistance in government and elsewhere 
has been the middle management atti-
tude that you have to be seen and have 
butts in seats. … It’s just that managers 
don’t trust their employees, and govern-
ment, more than a lot of places, has that 
command-and-control nature,” she said. 

But the widespread adoption of remote 
work starting last year is changing minds. 

Many state and local CIOs are 
coming to the realization that 
the sudden shift to remote work brought 
on by the pandemic in March 2020 could 
become a permanent aspect of 21st-century 
life, with wide-ranging implications. 

When she sent her 120 full-time 
employees home in March 2020, Annette 
Dunn, CIO for the state of Iowa, had a 
feeling of déjà vu. Just the year before, her 
entire IT team was forced to work remotely 
when their Des Moines offi  ce building 
was fl ooded. In January 2021, the Offi  ce 
of the CIO took over the lease of another 
state agency for two fl oors in a privately 
owned commercial offi  ce building that 
Dunn said was an upgrade over the state-
owned building that had been fl ooded. 

“We had just moved into this new 
offi  ce space in January and then we had 
to go remote again,” she says. One posi-
tive aspect was that her team already had 
experience working remotely, and as of 
April 2021, 95 percent of those employees 
were still working from home. “When I 
go into the offi  ce, it’s almost not worth 
it, because there are maybe one or two 
people in a two-fl oor radius,” Dunn said. 
“It’s very sparse, so I just make sure that 
I connect with everybody remotely.”

Like most other CIOs, Dunn is now 
evaluating a number of options for her team 
and the offi  ce space they lease. If the move 
to telework does continue indefi nitely, state 
and local governments are going to look 
for savings in offi  ce space consolidation. 

“It’s a very nice, new facility,” Dunn 
said, “and I’m very sad to say that I 
don’t think we’re going to be able to fi ll 
it, and we will have to rethink that.”

Also like most other CIOs, Dunn admits 
she has been pleasantly surprised by how 
well the current setup seems to be going. 
“I wouldn’t have a leg to stand on if I said 
remote working doesn’t work, because it 
has worked,” she said. “That being said, 
we’ve always had the ability for staff  to 
go into the offi  ce, as long as they meet 
COVID protocols around hand sanitizing, 
wearing a mask and social distancing.”

In surveying employees, Dunn found 
that about half are very interested in 
some level of telework going forward. 
“If we do that, I can’t justify having this 

“The resistance in 
government and elsewhere 
has been the middle 
management attitude 
that you have to be seen 
and have butts in seats.”

SHUTTERSTOCK.COM

Continued on page 22
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If you build it, 
will they come?
City leaders in Portland, Ore., are 
trying to fi gure out how the shift to 
remote work will impact their shiny 
new workspaces. After nearly two-
and-a-half years and about $200 
million of renovation, the Portland 
Building held a grand reopening 
celebration on March 19, 2021.

For the previous year, the 14 fl oors 
of offi  ce space for approximately 
1,700 employees have been quiet. 

“We’ve witnessed the eff ective-
ness of teleworking, and many 
bureaus have expressed interest in 
right-sizing their physical footprint 
and re-examining who — and what 
work — can be remote,” said city Chief 
Administrative Offi  cer Tom Rinehart 
in a recent budget presentation. “This 
year, we will begin charting a path 
forward, including impacts on the 
city’s costs, operations and culture.”

Some fi ndings of the city’s research 
include:
• Telework has worked much better

than the city previously thought it
could.

• Many employees are likely to have
some sort of hybrid schedule that
includes a combination of tele-
work and in-person offi  ce work.

• The collaboration and support of
workplace culture and connection
is missing with full-time telework.

• The city needs better ways to
support videoconferencing when
in the offi  ce, with the assump-
tion that some employees may
be teleworking and need to be in
meetings with those in the offi  ce.

• If employees do not have their
own assigned workspaces, the
city will have several decisions
to make, including whether it will
turn to shared, reservable hoteling
and/or drop-in hoteling spaces,
and whether spaces would be
broken down by city bureau or
available to all city employees.
The city must also carefully weigh
space needs to minimize the risk
involved in making projections
about a brand-new offi  ce scenario.

“We’ve witnessed the eff ectiveness of 
teleworking, and many bureaus have 
expressed interest in right-sizing their 
physical footprint and re-examining who 
— and what work — can be remote.”

JAMES EWING/JBSA
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long-term impact of the pandemic on their 
physical space needs. “We are defi nitely 
encouraging and working with departments 
to identify positions that can telework full 
and part time post-pandemic, which will 
lead not only to space savings, but also 
to cost and energy savings as well,” said 
Jason Kenney, deputy director of the Real 
Estate Services Division for the state of 
California. The state recently built three 
new state offi  ce buildings, with more in 
early construction, but Kenney points 
out that even before the pandemic those 
buildings were designed for fl exibility. 

“Back in 2016, when we really started 
ramping up on the building that’s been 
happening in Sacramento, we recog-
nized that we’re building a building that’s 
going to last 150 years,” Kenney said. “We 
wanted to make sure that the space plan-
ning was telework-enabled. The way 
we handled the IT infrastructure in the 
building included a push toward worker 
mobility within the buildings themselves. 
The way we emphasize collaboration 
drove the ability to work anywhere in the 
building. The way we equipped confer-
ence rooms with every room having a 
video monitor or projector was intended 
to be a bridge between the work of 
today and the telework of tomorrow.”

The state is focusing on consolidating 
agencies into the new buildings, and while 

“The Seattle market is competitive, so 
we need some value propositions. I also 
want to ensure we have a good organiza-
tional culture, because we’re losing that 
connection the more we stay apart.”

Hannah’s department will move to a 
hoteling concept for desk space. That deci-
sion means that the IT department will be 
in a much smaller footprint than they were 
before, likely losing about 10,000 square 
feet in offi  ce space. Beyond IT, King County 
has cut back on commercially leased space 
more broadly. “All of this has a major impact 
on how we’re going to set up,” Hannah said. 
“I’ve actually given up my offi  ce space to 
accommodate the closure of a building.”

A new lease on space
CIOs are working with facilities and 

real-estate executives to understand the 

had left or was considering leaving the 
agency because of the telework rollback.

Flexibility, redefi ned
Executives in King County, Wash., are 

currently devising their “Future of Work” 
plans. King County offi  ces are closed to 
the public and employees through the 
July 4th holiday. “We are looking at what 
it means to reopen, and what the transi-
tion period will be like, because we’re not 
going to open up and all of a sudden be 
back to normal,” said CIO Tanya Hannah. 
“It’s not going to happen that way.”

Working on the IT department’s future, 
Hannah is currently planning for the 460 
employees to stay remote longer term, 
building in some fl exibility as offi  ces 
reopen. “We’re going to position the teams 
so they can pick the frequency they wish 
to come into the offi  ce — once a week, 
biweekly, but a minimum of once a month.” 

There are several reasons she’s chosen 
that particular approach. Some area 
schools are going to be in hybrid mode 
in the fall, and she has to worry about 
attracting and retaining IT talent against 
that backdrop. “One of the things I’m 
very concerned about is women leaving 
the workforce,” Hannah said, noting 
that it may be necessary to move beyond 
traditionally fl exible options like four 
10-hour days to things like job-sharing. 

“If the private-sector 
market is letting people 
work from home three 
days a week and are 
having a lot more fl exibility 
in their schedules, then 
in the public sector, we 
have to match that.”
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The city has a large real-estate footprint, 
with somewhere around 400 locations, he 
said. “As we look at the big picture, there 
are common spaces in our downtown 
campus that might be leveraged diff erently.”

The decision about remote work longer 
term also will require alignment across the 
city’s executive team, and leadership in key 
departments like human resources and real-
estate assets. “We want to ensure that we 
provide a high level of public service that 
exceeds or meets what we were providing 
before the pandemic, and we want to make 
sure we’re providing a safe and eff ective 
environment for our employees and the 
residents and businesses that we serve.” 

The city’s Performance and Analytics 
Department conducted an employee senti-
ment survey and continues to do periodic 
updates to help department heads eval-
uate opportunities and areas of concern. 
“They surveyed city departments about 
remote work tools and the technology 
that they need to be eff ective,” Behnke 
said. “We’ve been using that feedback to 
shape the services that we’ve provided the 
employees who are working remotely.”

Expanding the workforce
Some CIOs see the move to remote 

work as an opportunity to open up their 
recruitment strategies. “If we go 100 
percent remote work with some staff , 

why couldn’t we hire in the rural areas 
of Iowa?” asked Dunn, although she 
added that poor broadband coverage 
could be an issue in many areas.

Whether remote work opens up the 
possibility of hiring people who don’t live 
nearby is “the million-dollar question that 
public and private sectors are grappling 
with,” King County’s Hannah said. The 
county’s human resources policy stides 
that you have to live close enough to come 
into the offi  ce. “Someone living in rural 
Washington may be an option,” she said. 

San Diego’s Behnke said there are 
workers in certain IT specialties who are 
diffi  cult to attract and retain. “If the private-
sector market is letting people work from 
home three days a week and are having a lot 
more fl exibility in their schedules, then in 
the public sector, we have to match that,” he 
added, “so we’re going to have to watch the 
larger market to see how trends develop.”

Lister agrees that as they compete 
with the private sector for talent, CIOs 
are going to have to off er fl exible work 
options. “When most companies are 
off ering this and 95 percent of their people 
say they want it, if government agen-
cies don’t off er it, they’re just going to be 
looking at the back of their employees’ 
heads as they walk out the door.” 

draths@mac.com
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some departments may grow, there are 
defi nitely those that are not renewing the 
leases they currently have, Kenney said. 
He gave this example of the impact: One 
new building, pre-COVID, was slated 
for 3,250 employees. But because the 
California Natural Resources Agency 
and its departments have embraced 
telework, they are now projecting the 
building could accommodate 4,400 
workers. “All of that, ultimately, is driven 
by telework. And we didn’t have to do 
anything. It was largely just rearranging 
how people fi t into the building.”

Wait-and-see mode 
in San Diego 

The 134-person enterprise IT team of 
the city of San Diego has been working 
from home for a year, and CIO Jonathan 
Behnke doesn’t yet have any specifi c 
return-to-work plan in place. “We still 
have many staff  members who have to 
go through the vaccination process,” he 
said in mid-March, “so at this point, we’re 
still taking a wait-and-see approach.”

Behnke said, however, that it’s likely 
the team will adopt some sort of hoteling 
model. “We already have some offi  ce 
space constraints,” he added, “and the 
remote work model has proven itself in 
the past year, so we’ve got all the right 
tools in place to explore it further.” 
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Trust in government is dependent on how well agencies 
provide an eff ective, easy and emotionally resonate experience 
in every transaction they conduct. This issue brief explores 

the need for trust in government and provides some practical 

advice on how agencies can transform experiences to build 

trust with all the people they serve.

BRIDGING THE TRUST GAP

When it comes to government agencies and their 

constituents and employees, trust is an unspoken agree-

ment of integrity that depends on both parties. Without trust, 

the involved parties can’t accomplish much, so government 

depends on the trust of those it serves.

  Despite this, trust in government often remains lower 

than desired. According to research from Pew and others, 

public trust in government has been at historic lows in recent 

decades.

Today more than ever, rebuilding trust is vital as individuals 

and communities work to recover from the pandemic, accept 

election results or gain confi dence in their government’s 

future strategy amid growing inequities.

Agencies at all levels of government need to build or 

improve their constituents’ and employees’ trust by imple-

menting certain practices and deploying the right tools to 

enhance experiences. Following are some best practices.

UNDERSTAND EXPERIENCE

To enhance the experiences of citizens and employees 

and build trust, agencies fi rst need to listen to and 

understand what people are experiencing. They need 

to operationalize empathy.

What is it really like trying to access government services 

and benefi ts? How easy or diffi  cult is it to access agency 

websites or reach someone on the phone? Are there oppor-

tunities for training and career advancement? If agencies 

don’t grasp the pain points people are experiencing, how 

can they hope to eliminate them?

Agency executives need to understand the human 

experience of their constituents and employees across 

multiple channels and transactions.

FOCUS ON PEOPLE

Agency leaders must build trust among their own 

employees, because this can directly impact how they 

provide service to constituents.

They need to tap into frontline talent, and keep in mind 

that employees who deal with citizens directly are the face 

of the agency for each of those transactions. Make sure 

those and other employees have the training and tools they 

need to perform at a high level, and that they are satisfi ed 

in their work.

Building Trust is Critical for 
Government Agencies — and 
Creating Better Experiences is the Key
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Other important “people” practices are to provide channels 

for employees to communicate internally, listen to their concerns 

so as to gain a better understanding of what’s working and 

what’s not, and then make necessary adjustments.

DEPLOY THE RIGHT TOOLS

Technology is a key component in providing better 

experiences for citizens and workers, and agencies need 

to leverage these resources.

Having real-time technical capabilities is vital to 

understand what is happening in the here and now 

with experiences. Tools that gather data in a timely manner 

enable agencies to react more quickly and fi x any problems 

that might arise.

Data gathering, analytics and reporting tools should be 

able to answer experience-based questions, such as whether 

particular processes were easy, eff ective or emotionally reso-

nant with citizens.

By gathering data focused on the human experience, 

including users’ tone of voice, expression, feedback and 

other factors, agencies can gain the insights they need to 

improve experiences.

Having real-time capabilities can allow agencies to shift from 

being reactive to proactive in delivering positive experiences. 

It’s always better to make changes before serious problems 

present themselves. Because of this, it’s important to use data 

to prioritize constituents’ most urgent issues.

BUILD A CULTURE OF TRUST

Creating a culture of trust within an agency is vital, and 

it needs to come from the top of the organization and 

permeate everything the organization does. Leaders should 

make the building of trust through better experiences a high 

priority for everyone in the agency.

One way to help build such a culture is by highlighting the 

positive feedback from the people they serve and rewarding 

employees for going above and beyond to deliver excellent 

experiences. This doesn’t need to be elaborate; a simple 

acknowledgment or recognition can go a long way toward 

motivating employees.

Agencies should conduct regular reviews of their policies, 

processes, systems and applications, which can all impact 

experiences for employees and citizens. Enhancing policies 

and processes is especially important, because they dictate 

how an agency interacts with individuals. Technology tools 

will not be as eff ective if the processes they support are not 

designed with user experience in mind.

To that end, agency leaders need to remember they can’t 

bridge the trust gap by throwing more applications at the 

public. They need to create a collaborative solution, a 

partnership that features service, support and technology.

WHEN EXPERIENCE MATTERS

For government agencies, building trust among citizens 

and employees can mean the diff erence between success 

and failure in delivering on their mission. A low level of trust in 

government can lead to lower rates of compliance with rules 

and regulations, cause citizens to become more risk-averse 

and hinder agencies from supporting people when they need 

help most.

Some agencies, such as the U.S. Department of Veterans 

Aff airs (VA), have seen dramatic improvements in trust by 

creating better experiences across transactions and services. 

In 2015, the VA launched a program to improve experi-

ences for the Veterans, families, caregivers, survivors and 

employees the agency serves.

The aim was to transform the culture, rooted in the core 

values of integrity, commitment, advocacy, respect and 

excellence. The eff ort included creating the federal govern-

ment’s fi rst customer service offi  ce, known as the Veterans 

Experience Offi  ce (VEO).

Among the major highlights of the initiative were listening 

to the voice of the Veteran across channels in real time, 

mapping the customer journey and creating helpful resources 

for key touchpoints, improving telehealth and patient 

experience, tying employee experience and customer 

experience together, and cementing the importance of 

customer experiences within the VA.

The initial eff orts helped drive the VA’s trust score among 

veterans to 80 percent, up from 55 percent previously. Since 

then, the agency has achieved even more gains and trust in 

the VA is at an all-time high of 90 percent in VA healthcare.

Other agencies at all levels of government can follow in the 

VA’s footsteps to improve experience — and increase trust.

This paper was written and produced by the Center for Digital Government Content Studio, with information and input from Medallia.
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L
ike other employees across California 
state government, the majority of IT 
workers shifted to remote work during 
the pandemic. As government reshapes 
itself in the wake of COVID-19, many are 
likely to stay remote, said Abby Snay, 

deputy secretary for Future of Work at the Cali-
fornia Labor and Workforce Development Agency.

The likely shift to work-from-home modalities 
among government technology teams mirrors 
private-sector trends. More than half of those 
who can work at home — 54 percent — say 
they’d prefer to keep doing so, according to 
the Pew Research Center. Forty-six percent of 
those who had never worked from home pre-
pandemic say they’d like to continue remote 
work some or all of the time going forward.

“The bulk of our people will still work from 
home primarily” once COVID-19 recedes, said 
Tennessee Deputy Chief Information Offi  cer J.P. 
McInnes. “We are going to model whatever the 
agencies decide to do. If the Department of Health, 
for example, says they are coming back to work 
three days a week, and two days a week you can 
work from home, then that’s exactly what the IT 
team that supports that department will do.”

Across state and local government, the 
entrenchment of a remote IT workforce will 
bring new opportunities, and also novel chal-
lenges. Government HR and IT experts alike 
are busily considering the management issues 
and cultural considerations that may arise, 
as well as potential new opportunities for 
recruiting in the highly competitive IT space.

26           June 2021  //  www.govtech.com

Remote work has changed hiring, onboarding 

and talent management. Here’s how government 

is adapting. By Adam Stone

Workforce 
Revisited
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Managing remote 
workers

A long-term shift to a mostly remote 
IT workforce will bring with it a 
range of management challenges.

“It puts a strain on managers and 
supervisors, many of whom are not 
used to managing employees who 
work remotely,” said Robert J. Lavigna, 
director of the Institute for Public Sector 
Employee Engagement, part of CPS HR 
Consulting. “In the past they may have 
managed time, attendance and activ-
ities, not results or outcomes. There’s 
going to have to be a transition.”

Some in government already are 
anticipating just such a shift. When IT 
teams go remote, “the manager really 
has to focus on the eff ectiveness of 
employees,” said Austin, Texas, Chief 
Information Offi  cer Chris Stewart.

“You’re obviously not looking at 
what time they’re coming in the door, 
what time they’re leaving, as a measure 
of eff ectiveness,” he said. “We need to 
be looking at work product: Are we 
meeting customer demand, making our 
customers happy? Are we getting tech-
nologies deployed? Are we doing what 
we need to do in a timely manner?”

If IT leaders can shift to measuring 
success based on outcomes, some say, 
that will be a net win for government 
technology organizations.

“This hopefully leads to greater 
autonomy and initiative,” Snay said. “If 
you tell me the results you want and leave 
it to me to come up with the best way 
of achieving those results, I am going to 

feel more empowered. I am going to take 
greater initiative. It’s going to spur my 
creativity, and I’m likely to become a more 
engaged, productive and loyal worker.”

This higher level of engagement 
will be important as the public sector 
continues to compete with the private 
sector for tech talent. “Anything that gives 
public-sector IT staffi  ng a competitive 
advantage is going to make a diff erence in 
recruitment and retention,” Snay said.

In order to eff ectively make that 
shift, IT managers may need to adjust 
their skill sets. “We need to train people 
to supervise diff erently, to create a 
culture change that is built around 
autonomy and initiative,” she said.

Technology can help to drive this new 
mode. McInnes, for example, already 
has some of the tools and systems 
in place to help defi ne measurable 
outcomes and work outputs.

“We have a very robust performance 
management system where we defi ne 
outcome-based goals for every employee,” 
he said. “We meet with our employees 
three times a year and we manage 

against those goals: And are you on 
track? What obstacles are you facing?”

State and local HR and IT offi  cials 
agree that going forward, such clear and 
measurable goals will be more important 
than ever in evaluating the eff ectiveness 
of IT personnel on an individual level.

At the same time, they say, IT leaders 
also will need to consider the larger 
cultural issues that may arise in an increas-
ingly work-from-home environment.

Building a team
It can be hard to sustain a coherent team 

culture when people don’t have a chance 
to interact in person on a regular basis.

Zoom calls can help, “but technology 
is not as eff ective as face-to-face,” Lavigna 
said. “Managers are going to have to fi gure 
out how to communicate more eff ectively, 
how to create those personal interactions.”

To keep a cohesive team spirit going, 
IT leaders need to consider not just the 
frequency of communications but also the 
type of interactions. With remote work, 
there are fewer opportunities for informal 

W O R K F O R C E  R E V I S I T E D

28           June 2021 //  www.govtech.com

Abby Snay, deputy 
secretary for Future of 
Work at the California 
Labor and Workforce 
Development Agency, 
sees remote work as 
one way government 
can compete for talent 
with the private sector.

In a future “new normal,” 
36% of government IT 
leaders say “most” of their 
workforce will continue to 
work from home. Just 
2% say they’ll revert 
back to pre-pandemic 
telework levels. 
Source: Government Technology Events
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communication, the “water cooler” chat 
that helps to build and defi ne the team 
culture. Managers need to become more 
deliberate in creating such moments.

“I’ve heard of things like ‘Wednesday 
wellness huddles’ where teams will get 
together just to check in,” Snay said. 
“There need to be opportunities for 
bringing people together in that way: 
impromptu birthday celebrations via 
Zoom, or informal chatting before a 
meeting. We need to fi nd those oppor-
tunities for bonding and engagement.”

McInnes worries that without such 
eff orts, morale could suff er. While many 
workers embrace working from home, 
there’s a possibility that remote work could 
lead to a sense of isolation, he said. To 
that end, his senior leadership has made 
it a point to conduct intensive personal 
outreach during COVID-19, a practice that 
will likely persist if remote work endures.

“I might have a list of a hundred people, 
and over the next fi ve weeks, I’m going to 
call them all,” he said. “I’m just going to 
check in, to see how they are doing. Are they 
adapting? Is there anything they need?”

In a remote work future, it 
won’t be enough just to foster such 
interactions: IT leadership will also 
need to follow key metrics to ensure 
the cultural piece is remaining intact.

McInnes is heading down that 
road already, tracking turnover and 
conducting routine employee engagement 
surveys. “We take that feedback and 
we actually involve the teams in 
coming up with solutions,” he said.

In addition, McInnes is developing a 
directory to help people fi nd one another 
within the IT organization. “We have 
org charts, but they don’t tell you who 
I am,” he said. “With people working 
remotely, we need something that says: 
Here’s this person, here’s what he does, 
here’s where he fi ts in the organization.”

Stewart, meanwhile, is making creative 
use of the ubiquitous video conference 
as a potential team-building tool. “For 
our all-employee meeting, we ask for 
feedback in advance: What do you want 
to hear about? What questions do you 
have?” he said. “And we always ensure 
that there’s time for open communication, 
for live questions and answers. They can 
ask the CIO any question they want, and 
we answer it right then and there.”

By implementing frequent communi-
cations, and using metrics to track satis-
faction, these state and local leaders are 
aiming to sustain culture. That will be 
important, experts say, as government seeks 
to position itself as an employer of choice.

People work in government in part 
because they enjoy the sense of purpose, 
but that sense can easily get lost when 
personnel are abstracted from the 
physical spaces of government. Going 
forward, therefore, state and local IT 
leaders will need to double down on 
their messaging around mission.

“We’ve seen examples of government 
organizations that start their weekly 
meetings with a mission story,” said Andrew 
Hewitt, a Forrester senior analyst serving 
infrastructure and operations professionals. 
“They try to really connect people back to 
the impact that they’re driving. They’re 
highlighting the good work that employees 
are doing for the community. With remote 
work, it’s going to be incredibly important 

to illustrate those stories and to connect 
people back to that overall mission.”

For those who tell that story well, 
remote work opens up a new avenue of 
opportunity. State and local government 
may fi nd it somewhat easier to recruit IT 
talent in this new environment — but they’ll 
need to rethink their recruiting processes 
in order to make the most of this potential.

Recruiting revisited
On the upside, the rise of remote work 

could make it easier for IT leaders to 
fi ll open seats. With the market for tech 
talent ever tight, work-from-home may 
remove some geographic constraints, 
allowing recruiters to cast a wider net.

“The whole talent pool for state jobs 
has opened up,” Snay said. “It’s not just 
geographic. Remote work has actually 
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46%

of workers who had never 
worked remotely pre-
COVID say they’d like to 
continue to telecommute 
at least part of the time.
Source: Pew Research Center
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been extremely advantageous for people 
with some disabilities, especially some 
mobility disabilities which have made 
commuting harder. Now we are able to 
recruit a more diverse workforce overall. 
All that is something for recruiters and 
hiring managers to keep in mind.”

McInnes said he’s already benefi tted 
from the geographic fl exibility. While 
Tennessee still requires that remote 
employees live within the state, he’s been 
able to hire some out-of-state people and 
to use remote work to ease them into 
the job as they go about relocating. 

“It’s given them a longer time 
frame to do the move right,” he said. 
“They have time to get their logistics 
done, and they can already be working 
remotely while they’re doing this.”

Even the processes around recruiting 
have been improved by the rise of remote 
work. Stewart, for example, said it’s been 
easier to hire in recent months, when those 
involved in the process could meet virtually 
rather than having to convene in person. 

“It’s time consuming to hire somebody. 
You’ve got to get panels of people together, 
you’ve got to schedule these interviews,” 

he said. “It’s a lot easier to do that in a 
remote world. We can get people’s time 
more easily, and we can get a more diverse 
group of people together more easily now.”

Remote work may ease recruiting, but 
it raises new issues around onboarding.

How best to train those incoming IT 
staff ers? While this has traditionally been 
a face-to-face task, some in state and 
local government say they are learning 
to onboard using a mix of in-person and 
virtual strategies.

Much of onboarding is just paperwork, 
and with digital signatures, that can all 
be handled from home, Stewart said. For 
the more hands-on aspects of training, 
technology can help. “We utilize our video 
conferencing tools, our instant messaging 
tools. We share screens,” he said.

McInnes likewise leans on remote 
onboarding capabilities, but he augments 
these with in-person touchpoints. “We 
have a quarterly new-hire group where 
the whole leadership team walks down 
the line introducing themselves,” he said. 
“I generally follow up with each of the 
new hires and do a personal welcome 
just to make them feel connected.”

Most agree that some degree of face-
to-face interaction will remain a necessary 
component of the onboarding process, even 
in an increasingly remote work environment.

“There are learning-and-development 
platforms that do a nice job of showing 
people the culture,” Hewitt said. “But 
none of that can mimic an in-person 
experience. The best course of action 
is to bring those people in. It’s about 
making them feel part of the family. That’s 
how you set them up for success.”

Equity issues
Government IT organizations that 

do all this right still may face another 
series of challenges. As remote work 
becomes common, new questions 
around fairness and equity may arise.

In a survey of public-sector workers, 
Lavigna’s organization found that about 
half cannot work from home: There are 
those in law enforcement and emergency 
services, for example, who need to be 
physically present. It’s likely that some 
percentage of the IT workforce likewise 
will have to remain in the offi  ce as well.

“We have people who support public 
health, who support our prisons, as 
well as our psych hospital. They have to 
actually go in. We have desktop support 
people who actually have to be there 
to support people,” McInnes said.

How will those on-site people feel about 
their virtual peers? “There may be public-
sector employees who want some additional 
compensation because they have to report 
to their work sites while their colleagues 
are sitting at home,” Lavigna said.

One way to deal with this is through 
overt gratitude. Stewart, for example, uses 
a robust recognitions and awards system 
to lavish praise on those who must be 
physically on the job. “When you’re not on 
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“Historically, public-sector employment has been a pathway to the middle 
class for people from communities who’ve been historically left  behind. 
These changes potentially open up those pathways, and we should be 
looking at those opportunities.”

In Austin, CIO Chris 
Stewart is using 
technology to not only 
speed up the hiring 
process, but also to 
train new employees.
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site, you don’t see what people are doing,” 
Stewart said. “If people are installing 
computers or meeting with customers, 
we want everyone to know about that.”

Equity issues may also arise around 
compensation. With the rise of remote 
work, state and local organizations may, for 
instance, be tempted to follow the federal 
model of localized pay scales: Those who live 
in lower-cost-of-living areas get paid less.

Hewitt worries that this formula can 
breed resentment. “I lean toward paying 
people what the work is worth, as opposed 
to paying people to meet their needs in the 
particular area that they’re in,” he said. This 
minimizes any perception of inequality, and 
can drive better outcomes overall. “When 
you over-invest in that person, you’re more 
likely to get higher levels of engagement.”

In terms of equity, Snay said, 
management needs to keep a watchful 
eye to ensure that work-from-home does 
not widen existing gaps. When people no 

longer share space, she suggested, there 
may be a tendency to cluster in camps of 
familiarity. That could be problematic.

“When we reduce the casual encounters, 
we may need to fi nd new ways to enhance 
diversity,” Snay said. “What has happened 
historically is that your ‘friends’ tended 
to be people who came from the same 
background. Management can be delib-
erate about creating greater inclusivity. 
Even the breakout groups in Zoom are 
ways of doing that, I can put you together 
with people that you wouldn’t normally 
meet. But it needs to be intentional.”

On the fl ip side, Snay added, the shift 
to remote work could in fact open up the 
means to drive new levels of equity and 
fairness in the government IT workforce.

“Public-sector jobs tend to be really 
good-quality jobs,” she said. “Historically, 
public-sector employment has been a 
pathway to the middle class for people 
from communities who’ve been historically 

left behind. These changes potentially 
open up those pathways, and we should 
be looking at those opportunities.”

With the rise of remote work, 
government leaders will need to address 
a range of emerging workforce issues. 
They’ll need new metrics for productivity, 
new tools for promoting and sustaining 
culture. They’ll need new thinking around 
recruiting, and around issues of equity.

They’ll also need to ensure that 
all those remote workers have the 
tools they need to succeed. That in 
turn has budgetary implications.

Going forward, IT departments “will 
have to be making the technology invest-
ments that enable people to succeed in 
a remote work scenario,” Hewitt said. 
“That is going to be a pretty signifi cant 
investment for them long term, and they 
need to start planning for that now.” 

adam.stone@newsroom42.com
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In 2014, Arkansas Gov. Asa Hutchinson 
— then a gubernatorial candidate —  
announced his vision to make 
Arkansas the fi rst state in the country 

to off er computer science courses in 
all public and charter high schools. The 
announcement marked the genesis of 
the Arkansas Computer Science Initia-
tive — a plan that has drawn the attention 
of other states looking to make computer 
science a core part of their curriculums. 

Since the launch of the program 
in 2015, Arkansas has increased 
computer science course enrollment 
by more than 800 percent, according 
to data from the state’s Department of 
Education. Today, more than 10,000 
of the state’s high school students are 
enrolled in computer science courses. 

Anthony Owen, the department’s 
director of computer science education, 
said such progress would have only 
remained a dream if not for bipartisan 
support among state lawmakers at a time 
in which other states were still reluctant 
to focus on computer science education. 
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According to Owen, the program 
receives about $2.5 million in annual 
state funding, set to increase next year 
to $3.5 million to bolster training for 
computer science course instructors. 

Years ago, Owen noticed a desire in 
other states to “slow the pace” of digi-
tization to save existing jobs, drawing 
comparisons to the fears many had about 
automation eliminating job openings at the 
advent of the Industrial Revolution. Owen 
thinks this misguided economic protec-
tionism and reluctance by other states to 
embrace the inevitable allowed Arkansas 
to stand out and attract IT employers. 

“That [resistance] four or fi ve years 
ago is exactly the reason that some of the 
states are having issues that they have, 
that we continue to see a job shortage or 
the shortage of these individuals able to 
fi ll these high-demand positions,” he said. 
“It was just protectionism of existing jobs 
instead of looking at how to train our popu-
lace to meet the demands of this techno-
logical revolution or change in society.” 

Through the initiative, students can 
elect to learn skills such as coding and 
programming to prepare them for work in 
tech fi elds. Later this year, the department 
plans to add emphasis on cybersecurity, 
data science and artifi cial intelligence. 

EXPANDING ACCESS 

Owen said one of the main goals of 
the program is to give students valuable 
IT job skills, regardless of whether they 
choose to pursue higher education. 

“A lot of the industries out there are 
fi ne with hiring a high school graduate 
as long as they have the skills, the drive 
and desire to do these jobs,” Owen said. 
“We need to be doing our job to prepare 
them for high-paying jobs also.” 

According to a report last fall from the 
tech-ed policy organization Code.org 
Advocacy Coalition, about half of the coun-
try’s K-12 schools teach computer science. 
Arkansas was the fi rst state to meet all 
of the report’s criteria for a comprehen-
sive state computer science program and 
remains one of only a few states to do so. 

Code.org Director of State Government 
Aff airs Katie Hendrickson said Arkansas 
is still leading the pack in computer 
science education, adding that their 

initiative has also helped narrow 
racial course participation gaps. 

“The state’s strategic plan for 
computer science education and focus 
on supporting teacher development are 
models we share with other states seeking 
to achieve similar outcomes,” she said.  

Despite much progress, Owen said the 
state is still working to close the gender 
gap in computer science course enroll-
ment. Act 414, passed in March, makes 
computer science courses a high school 
graduation requirement. The act also 
mandates additional eighth-grade computer 
science courses to be approved by the 
department and requires each high school 
to employ certifi ed computer science 
instructors by the 2023-24 school year. 

In the context of the digital divide 
during COVID-19 school closures, Owen 
noted that the Arkansas Computer Science 
Initiative wouldn’t have continued enroll-
ment growth without previous state digital 
equity programs. The Rural Connect initia-
tive, for example, provides broadband 
access to some of the state’s most remote 
and underserved communities. 

Though most students are now back in 
school buildings, Owen said the state and 
nation have learned a lot about the need to 
adapt to a digital society over the past year. 

“If you look for a silver lining in every 
cloud, I think that the pandemic exposed 
a lot of our weaknesses whenever it comes 
to our ability as a nation to work within 
the digital space,” he said. “We’re going to 
come out of it with a larger appreciation 
and understanding, and hopefully, a better 
attitude in preparing our workforce to 
work digitally and produce more digitally.” 

 

MISSISSIPPI’S MISSION 

Arkansas’ neighbor to the east is 
embarking on a similar mission to expand 
computer science education. Mississippi 
Gov. Tate Reeves signed a bill in late 
March requiring all the state’s elementary, 
middle and high schools to teach computer 
science by the 2024-25 academic year. 

According to the Bureau of Labor Statis-
tics, employment openings in computer 
science and other IT-related careers are 
projected to grow by at least 11 percent by 
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Since it launched in 2015, the 
Arkansas Computer Science 
Initiative has increased enrollment 
in computer science courses by 
more than 800 percent. 
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2029. While those job openings will grow 
faster than in other fi elds, states have had to 
compete for computer scientists and IT talent 
as demand for tech workers continues to 
outpace the number of available candidates. 

Mississippi’s House Bill 633 requires 
the state Department of Education to 
establish computer science curriculum for 
all elementary, middle and high schools 
by the 2024-25 academic year. State Rep. 
Kent McCarty says the goal of the law 
is for Mississippi to produce its own 
pool of IT talent in the years to come.  

“Introducing computer science 
curriculum at the elementary, middle 
and high school levels is a huge step in 
the right direction for the next genera-
tion of Mississippians. We need to expose 
our students at the earliest possible level 
to the tools they need for the jobs of the 
future,” said McCarty, who serves as vice 
chair of the state’s education committee. 

In 2016, the state announced its
Computer Science for Mississippi 
Initiative to train computer science course 
instructors. Mississippi Rep. Richard 
Bennett, chair of the education committee, 
said there’s still work to be done to help fi ll 
computer science career openings. 

According to the Bureau of Labor 
Statistics, many of these openings focus 
on cloud computing, data storage and 
information security. Bennett said there 
are currently about 1,500 IT-related 
openings in Mississippi alone. Mean-
while, only half of the state’s schools off er 
computer science curriculum courses. 

“For Mississippi to attract new busi-
nesses, we need to focus on building a 
high-quality, well-educated workforce in 
each community across the state,” he said. 

The bill will require the state Depart-
ment of Education to formulate a list of 
high-quality courses and approved vendors 
to work as partners to further the bill’s 
goals. State offi  cials have allocated about 
$1 million in state funding for the law’s 
requirements, according to McCarty, and 
Mississippi-based tech company C Spire is 
donating an additional $1 million toward 
education department eff orts. The current 
eff ort was actually underway, with broad 
support, in 2020, but was derailed when the 
pandemic interrupted legislative sessions. 

The Department of Education’s Chief 
Academic Offi  cer Nathan Oakley said 
education offi  cials will develop courses and 
additional guidelines required through the 
legislation set to take eff ect this summer. 

“Education leaders, industry partners 
and elected offi  cials recognize the 
growing job market in computer science 
and are committed to creating new 
computer science opportunities in the 
coming years,” he said. 

PROGRESS

FROM A PIONEER 

Five years ago, Rhode Island committed 
to putting a computer science class in 
every public school. The Computer 
Science for Rhode Island (CS4RI) initia-
tive was launched in 2016 by former 
Rhode Island Gov. Gina Raimondo. In 
her last State of the State address before 
becoming U.S. Commerce secretary, 
Raimondo said the initiative made Rhode 
Island the fi rst state in the U.S. to teach 
the subject in every public school. 

Technically, the program, now in its 
fi fth year, provides computer science 
courses in all the state’s comprehensive 
public schools — meaning, not charter 
schools — and 86 percent of its high 

schools altogether, including 60 public and 
charter districts. A majority of them have 
more than one computer science course. 

Spencer Sherman, chief for innova-
tion of the Rhode Island Department of 
Education, said the program was launched 
to give the employees of tomorrow a head 
start in computer science and coding. 

“We have elementary school 
classes, middle school classes, high 
school classes and connections with 
colleges and employers who are all 
part of this pipeline,” he said. 

Sherman said the program largely 
centers on training computer science 
instructors, leveraging partnerships with 
institutions such as Brown University and 
the University of Rhode Island, as well as 
Microsoft’s Technology Education and 
Literacy in Schools (TEALS) program. The 
state allocated $210,000 in annual funds 
for professional development, and over 
1,000 educators have been trained since 
the initiative began fi ve years ago. 

“The way to actually make this system 
work and improve this system is to make 
sure all of the pieces are connected, and 
that’s what we’ve done,” Sherman said. 

CS4RI also recently awarded grants to 
20 state high schools to establish computer 
science career courses that integrate the 
curriculum with workplace experience, to 
study how that impacts Advanced Place-
ment exam scores. This aspect of the 
program, funded through a $2.5 million 
grant from the U.S. Department of Educa-
tion, gave $20,000 to each participating 
school to establish computer science 
labs, free teacher training and three free 
student courses, totaling 12 college credits. 
Ten of those 20 schools are now imple-
menting new computer science courses this 
semester, which will include an 80-hour 
work-based learning requirement. 

FOCUSED ON EQUITY

According to a report last fall from the 
Code.org Advocacy Coalition, Computer 
Science Teachers Association (CSTA) and 
Expanding Computing Education Pathways 
(ECEP) Alliance, only 47 percent of schools 
in the U.S. teach computer science. Racial 
disparities in participation and access 
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About half of U.S. K-12 schools 
teach computer science. 
Source: Code.org Advocacy Coalition   

Spencer Sherman, chief for innovation, 
Rhode Island Department of Education
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still exist across the board, with Rhode 
Island still working to close those gaps. 

The report noted that Hispanic/Latinx 
and Native American students were 1.6 
times less likely than their white and 
Asian peers to attend a school that off ers 
AP computer science courses. Black 
students were 1.3 times less likely than 
their white and Asian peers to attend a 
school that off ers those courses, and 1.4 
times less likely to take an AP computer 
science exam in schools that off er it. 

CSTA Executive Director Jake Baskin 
said states like Rhode Island, as well as 
Arkansas and others embracing similar 
computer science initiatives in public 
schools, are working to reverse these trends. 

“We’re seeing the impact of policies that 
made it a requirement for schools to off er 
computer science and combined that with 
real funding to support the development of 
teachers on the ground so they can actually 
teach those courses,” he said. “Computer 
science is the fastest-growing and most 
in-demand job area, and I think it is just an 
essential foundational skill for every student 
to learn, to be able to understand the world 
that they’re living in. ... It’s generally the 
No. 1 open fi eld for positions in every state 
across the country at any given time.” 

Sherman said CS4RI wants to increase 
enrollment among underrepresented 
students, from groups largely left out of the 
tech workforce. Out of 300 total 10th and 
11th graders in the fi rst of three courses in 
the work-based program, 35 percent are 
female, 60 percent are students of color 
and 62 percent are considered low-income. 
AP participation has also risen among 
female students, according to the state. 

“A huge part of this work has been 
focusing on women in computer 
science and people of color in computer 
science, because they have been histori-
cally underrepresented,” he said. 

Nearly 3,000 students across the state 
have earned credit from the University of 
Rhode Island through enrollment courses 
since CS4RI began in 2016. AP computer 
science exam participation increased from 
43 students in 2016 to nearly 740 in 2020. 
The state also noted a 55 percent increase in 
computer science post-secondary degrees 
at public higher education institutions 

since the beginning of the program, 
with 195 degrees awarded in 2020. 

“As the economy is changing, our 
education system is changing ahead of 
time to make sure kids are prepared when 
they leave the system,” Sherman said. 

Baskin said states like Rhode Island 
could serve as a model for others 
looking to bolster career IT develop-
ment. States like Alabama, Idaho, Loui-
siana, Oklahoma, Arkansas and a handful 
of others allow computer science to 
count toward core admission require-
ments in colleges and universities. 

Digital equity remains a challenge for 
courses like those off ered in Rhode Island. 
In order for programs such as CS4RI to 
continue building IT skills, Sherman said 
students need access to the tech itself, espe-
cially during the COVID-19 pandemic that 
necessitated remote and hybrid learning. 

According to statistics from the 
consumer advocacy group BroadbandNow, 
98.5 percent of Rhode Islanders have 
broadband connections with speeds of 25 
Mbps or faster. About 10,000 residents 

are still without any wired Internet 
providers where they live, while nearly 
40,000 have limited Internet reliability or 
connection speeds slower than 25 Mbps. 

Sherman said the state has worked to 
provide every student with an Internet 
device through its 1:1 program, using a 
combination of state, federal and private 
funding mechanisms to close the digital 
divide and make CS4RI courses acces-
sible during school closures. 

“There’s an acceleration of the work 
that we were already planning on doing, 
and I think the good part about Rhode 
Island is, we are ready for that shift as 
it comes,” he said. “I think we knew 
computer science is going to be an essen-
tial part of the modern economy, and I 
think COVID pushed it up even further. 

“That’s not to say we [completely] 
closed the equity gaps,” he added. 
“Those issues are deep, but I think 
we were a little ahead of the curve 
when [the pandemic] started up.” 

bpaykamian@govtech.com
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Anthony Owen (right), director of computer science for the Arkansas Department 
of Education (pictured with Gov. Asa Hutchinson, left), said the state’s embrace of 
computer science in K-12 schools has allowed it to attract tech employers.
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Aaron Osmond, 
Statewide Workforce 
Development Leader, West 
Region for Amazon Web 
Services, describes how the 
cloud can help government 
prepare its workforce for a 
changeable future.

The Future of Work: 
Empowered by the Cloud

How has the pandemic changed 
the work of government and what 
will those changes mean for the 
government workforce?
The COVID-19 pandemic changed the public 
sector from a largely offi ce-based workforce 
to one where many employees will work 
remotely. Remote work has also changed 
views about how work can be done and how 
people interact with each other. Government 
leaders now see that maintaining high 
productivity does not require everyone to be 
in the offi ce. The pandemic — and the need to 
work from home — demonstrated how cloud 
technologies and remote work can enable 
employees to be more effective and effi cient.

Moving forward, governments will use 
the cloud to create a stable and scalable 
infrastructure that supports communications, 
interaction and workfl ows online. Then 
governments will need to empower workers 
with the knowledge and skills to leverage 
cloud tools in the most effective way. 

How can the cloud help governments 
support a fully remote or hybrid 
workforce?
The cloud enables the secure and scalable 
environment that supports a virtual desktop 
solution for remote workers. This solution gives 
employees access to all the applications 

and data they need, using low-cost devices, 
and simplifi es IT management and security. 
Hosting applications and data in the cloud 
also maintains high compliance with a 
government’s security requirements.

What areas of cloud technology 
will offer new job opportunities? 
How can governments train their 
employees to fi ll those roles?
Moving to the cloud preserves current IT 
job roles while expanding the need for 
talent in mobile application development, 
cybersecurity and infrastructure design. To 
fi ll these roles, government can partner with 
education institutions and cloud providers 
to develop training for current employees as 
well as new hires who are just beginning their 
careers. For example, partnerships in several 
states now provide instructor resources and 
curricula for higher education institutions and 
high schools, creating a pipeline of cloud and 
cybersecurity specialists.

How will future technology 
innovation help government 
streamline operational tasks and 
improve citizen services?
Governments can apply technologies such 
as artifi cial intelligence, machine learning and 
predictive analytics in a purposeful way to 

enhance workfl ows and decision-making. 
The cloud supports these technologies 
with a central data lake and analytics solution 
that bring in data from silos across multiple 
programs or agencies. Using these cloud 
resources, employees can become more 
effective and effi cient in how they do their 
work, make decisions and interact with 
the public.

What is a key strategy for a 
government to develop its 
future workforce?
Government cannot do it alone. There 
needs to be a partnership of government, 
education institutions and technology 
companies to identify new job requirements, 
then develop the training and resources that 
will advance the government workforce now 
and into the future.

Amazon Web Services (AWS) Worldwide Public Sector helps government, educa  on, and nonprofi t customers deploy cloud services to reduce costs, drive effi  ciencies, 
and increase innova  on across the globe. With AWS, you only pay for what you use, with no up-front physical infrastructure expenses or long-term commitments. Public 
Sector organiza  ons of all sizes use AWS to build applica  ons, host websites, harness big data, store informa  on, conduct research, improve online access for ci  zens, and 
more. AWS has dedicated teams focused on helping our customers pave the way for innova  on and, ul  mately, make the world a be  er place through technology.

h  ps://aws.amazon.com/ 

“Moving forward, governments
will use the cloud to create 
a stable and scalable 
infrastructure that supports 
communications, interaction 
and workfl ows online.”
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A s record-high unemployment 
rates swept the nation last year 
in the midst of the COVID-19 

pandemic, former Rhode Island Gov. Gina 
Raimondo announced an initiative called 
Back to Work RI. A public-private partner-
ship designed to support Rhode Islanders 
who are seeking a job, the state-led initia-
tive works with employers throughout the 
state to upskill and employ job seekers.  

This mission led to the creation of the 
Virtual Career Center (VCC), developed 
through a partnership with Google Cloud and 
the nonprofi t Research Improving People’s 
Lives (RIPL). The VCC platform, built by 
Google partner Maven Wave, uses artifi cial 
intelligence and machine learning to help 
form connections between job seekers and 
employment opportunities. The platform 
was planned, designed and implemented with 

a focus on usability through a team from 
Google’s professional services organiza-
tion, with customer engineers working 
closely with the state’s Department of 
Labor and Training (DLT) and RIPL.  

Perhaps what makes the virtual platform 
distinctive is the creative approach that the 
partners took in envisioning its design. 

As described by Sarah Blusiewicz, 
assistant director of Workforce Develop-
ment for DLT, the team had to determine 
what exactly this business would look like 
in a virtual setting. Prior to 2020, busi-
ness was conducted completely in person 
in an offi  ce, as Rhode Island had several 
physical career centers across the state 
with career coaches and specialists. 

To adapt this process to the new plat-
form, DLT’s team and Google had to take 
on a new perspective to determine what 

the front desk of a VCC might look like, 
how to design the website so that it would 
be intuitive, and whether the terms they 
were using were jargon or user-friendly. 

“It was really just taking yourself out 
of your physical offi  ce space and trying to 
fi gure out how to adopt a technology-driven 
approach to this work,” explained Blusiewicz.  

According to Todd Schroeder, director 
of public-sector digital strategy with Google 
Cloud, it was very much a paradigm shift to 
envision this process in a diff erent way. The 
collaborative eff ort considered all stake-
holders, including ideas from the top, but also 
from the staff  familiar with the processes.  

“That ultimately designed a better 
end result for the job seekers and the 
employers,” said Schroeder. 

The urgency that the pandemic created 
required the DLT team to not only think 

Virtually Employed 
New tools and approaches to getting citizens back to work.  

By Julia Edinger   /  Staff  Writer
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The Future of Work: 
Closing the Skills Gap

How are government agencies 
taking new and innovative 
approaches to retraining 
and upskilling their existing 
workforce?
Agencies are dealing with a skills 
gap that has been a problem for 
some time, and COVID has made this 
problem even more complex.  Agen-
cies are having to rethink how they 
execute on their strategies and close 
the skill gaps without having as much 
in-person training.

More and more, agencies are 
seeking tech skills platforms like 
Pluralsight for virtual learning. One 
of the benefi ts to this model is that 
Pluralsight has the ability to bench-
mark skills and create individualized 
learning paths.

How can agencies create 
programs around skills 
development, and why should 
they invest in skills development 
programs?
One of the best ways is to create a 
culture of learning. This means giving 
employees permission to learn. The 
traditional approach has been to 
keep training separate from the 
actual job. Forward-thinking orga-
nizations realize that technologists’ 
training needs to be a part of their 
day-to-day jobs. It is one thing when 
the boss says, “Go and take a little 

time to do some learning,” but it is 
absolutely another thing when the 
CIO says, “I expect our technologists 
to learn as part of their jobs.” Making 
time for learning has always been 
a struggle within government, but 
agencies need to move away from 
the idea that people cannot afford 
to take time away from their jobs to 
learn new skills.

How can an agency most 
effectively assess the technical 
skill levels of their staff?
In the past agency leaders would 
typically call an auditor or consultancy. 
They would spend months evalu-
ating peoples’ skills and write a report 
based on the agency’s objectives. The 
whole process might take six months 
or more, by which time the mission 
priorities might have changed. 
Pluralsight uses tools like artifi cial 
intelligence and machine learning to 
perform a skills gap analysis in real 
time. Executives go into the analytics 
within the platform to get a real-time 
view of where they are at that point in 
terms of skills. The data is always up to 
date. We also provide suggestions of 
content that can help agencies easily 
provide additional training. One of the 
biggest obstacles we have as learners 
is that we don’t know what we don’t 
know; we don’t know what we need 
to learn.

What is involved in implementing 
a workforce development 
strategy?
Our customers gain a huge amount of 
success from using data and analytics 
tools. The data drives the transforma-
tion of programs, and you need the 
right tools to address the problems 
you have encountered with workforce 
development. They also need that 
culture of learning within the organiza-
tion to help sharpen employees’ skills.

One successful example is Utah’s 
Department of Technology Services 
(DTS). DTS wanted to leverage tools to 
help its employees build new skills and 
identify areas where additional training 
could help the agency adapt to the sea 
change in how the state does business.

With more than 7,000 online 
courses across more than 850 technol-
ogies, Pluralsight’s web-based Skills 
platform offered a range of training 
and tools for DTS employees. DTS 
managers also worked with Plural-
sight to create “channels” of aggre-
gated training content.

At the same time, DTS used 
Pluralsight’s Flow platform to help 
managers take a closer look at 
ongoing projects for potential skills 
gaps. By analyzing code from projects 
in progress, managers have targeted 
additional skill-building for their teams 
based on the effi ciency of the work 
being done.

In this Q&A, Tony Holmes, Practice Lead for Solutions Architects Public Sector at Pluralsight, 
discusses how state and local government agencies can better understand their skills gaps to 
enable better workforce development.

Pluralsight is the leading technology workforce development company that helps companies and teams build 
better products by developing critical skills, improving processes and gaining insights through data, and providing 
strategic skills consulting. Trusted by forward-thinking companies of every size in every industry, Pluralsight helps 
individuals and businesses transform with technology. Pluralsight Skills helps enterprises build technology skills at 
scale with expert-authored courses on today’s most important technologies, including cloud, artifi cial intelligence 
and machine learning, data science, and security, among others. For more information about Pluralsight visit 
www.pluralsight.com/industries/government
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about things from a diff erent angle but 
also to do so on an extremely tight time-
line. While many projects of this size and 
complexity can take more than a year, the 
VCC was created in weeks. The partners 
worked quickly to achieve continuous 
release through a series of sprints, allowing 
for improvements based on priority.  

Google Cloud’s involvement opens 
the door for a wide range of capabili-
ties with tools such as BigQuery, Cloud 
SQL, Cloud Storage and Cloud Talent 
Solution powering VCC. The platform 
is also compatible with applications like 
Google Calendar and Google Meet, simpli-
fying the process for scheduling and 
conducting interviews. It incorporates 
tools like Google Docs and Gmail that 
many users are already familiar with. 

“What Google brought to the table that 
I think made it a unique project … was all 
of the G Suite technology,” Blusiewicz said. 
“We really wanted it to be an easy transi-
tion where it was a technology that felt 
like you had been using it for years when 
really, in fact, it was a brand-new thing.” 

While some aspects of the program 
are brand new, the data is not stored on 
a separate system from regular UI data. 
Rhode Island has data storage proce-
dures and protocols in place, and Google 
adds its own layers of security measures 
through the Workspace and Google 
Cloud platform, including meeting a 
host of certifi cations like FedRAMP. 

“The career center platform runs on 
Cloud  itself, a technology platform that’s 
conceived, designed and built securely 
from the ground up,” explained Schroeder. 

Perhaps the most impressive feature 
of the VCC is the use of machine 
learning technology and artifi cial intel-
ligence, which vastly increase the 
potential of creating strong matches 
between job seekers and employers.  

Because the VCC embeds the AI 
machine learning algorithm, the plat-
form gets “smarter” as more people use 
it, continuously gaining accuracy and 
creating more suitable pairings. Users 
can be paired with jobs that similarly 
situated people have had success with, 
or they can be paired based on matching 
skill sets from the user’s resume. 

Though born out of necessity during 
the pandemic, the VCC will continue 
to connect Rhode Islanders to work 
with a modern and intuitive system that 
outlives the present environment. As 
Blusiewicz explained, they were able 
to turn a tragic moment into a transfor-
mative moment in how state govern-
ment delivers customer service. 

The Indiana Story 
According to the Indiana Department 

of Workforce Development (DWD), in 
December 2020, Indiana’s unemployment 

rate was 4.3 percent. While that is under 
the national rate of 6.7 percent, it is 
signifi cantly higher than the rate the 
previous year: 3.2 percent. COVID-19 has 
made that number less surprising, but 
no less daunting, to Indiana offi  cials.  

These fi gures prompted the state and 
AI-powered talent intelligence platform 
Eightfold AI to create the Hoosier Talent 
Network (HTN), intended to connect 
job seekers across the state with suitable 
employment. In addition to using artifi -
cial intelligence to match job seekers to 
jobs, the platform also helps match them 
with relevant training opportunities. All 
of this works to bolster Indiana’s work-
force using machine learning technology. 

“With the Hoosier Talent Network, 
the key part will be that once we know 
your preferences, the platform starts 
to inform you and alert you that there’s 
something available for you that you 
might be interested in,” said Kamal 
Ahluwalia, president of Eightfold AI. 

 We really wanted it to be an easy transition where it 
was a technology that felt like you had been using it for 
years when really, in fact, it was a brand-new thing.

6.7%
The national 
unemployment rate 
in December 2020. S
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GOVERNING FUTURE OF WORK Q&A

How does digital transformation 
change the needed skills and 
work focus for government 
IT teams?
To be successful, digital transformation 

requires more collaborative work – what 

I call more boats rowing in the same 

direction. More coordination will be 

involved so that IT employees and teams 

can hand off  their work to each other. 

Another important demand 

requirement will be to deliver the right IT 

services to employees and partners for 

internal work and to the public for digital 

government services. This work will be 

supported by a culture that is focused on 

continuous value delivery for constituents.

How will the operations and 
development work of IT teams 
change to meet these demands?
We learned a lot from the COVID-19 

pandemic about how collaborative work 

can be done remotely. These lessons 

will continue to infl uence IT work over 

the long term.

Projects will move faster and have 

more handoff s, but these changes will 

allow IT to deliver resources faster as 

new priorities arise. In turn, application 

developers will be able to use those 

resources to deliver new digital services 

faster. IT will also increasingly focus on 

delivering smaller, incremental features 

and capabilities that benefi t developers, 

internal users and constituents.

What training and experience 
will help IT staff  gain the right 
skillsets to work on digital 
transformation programs?
Study your own past successes and 

look at how other governments have 

successfully moved toward digital 

transformation. Also look for examples 

from the private sector, such as for 

e-commerce websites, because

many of the same principles apply

to government services.

These examples may point to 

needed training, such as for user 

experience design. This knowledge 

doesn’t necessarily require an 

additional degree. Valuable training 

can be obtained from online classes 

and resources that will help with 

immediate project needs.

Technology will also help as 

governments look beyond a local 

employee base. For example, a virtual 

reality classroom will support online 

training for employees, whether 

working in the offi  ce or remotely.

What changes will digital 
transformation bring to IT culture? 
Successful adoption of new digital 

technologies requires a focus on needed 

changes in the internal IT culture. Yet 

new technologies can also reinforce 

those culture factors, for example by 

abstracting certain interactions to allow 

for more service automation across 

organizational 

silos. These capabilities reinforce 

the culture change that enables 

more cooperation across teams and 

accelerates digital transformation.

About Red Hat 
The adoption of open principles helps the U.S. government start, accelerate, and improve the art of digital transformation—
people, process, and technology. As the world’s leading provider of enterprise open source solutions, Red Hat uses a 
community-powered approach to deliver reliable and high-performing Linux®, hybrid cloud, container, and Kubernetes 
technologies. Red Hat helps customers integrate new and existing IT applications, develop cloud-native applications, 
standardize on our industry-leading operating system, and automate, secure, and manage complex environments. Award-
winning support, training, and consulting services make Red Hat a trusted adviser to the Fortune 500 and 100% of U.S. 
executive departments. As a strategic partner to cloud providers, systems integrators, application vendors, customers, and 
open source communities, Red Hat can help organizations prepare for the digital future. Learn more at: www.redhat.com/gov  
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THE FUTURE OF WORK: 
READY FOR A MORE 
DIGITAL GOVERNMENT

In this Q&A, Dan Domkowski, a specialist in 
artifi cial intelligence, machine learning and 
deep learning for Red Hat, looks at how digital 
transformation will change the work of IT staff .
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recommend jobs, but it also explains why 
that job may be a good fi t. “The AI tech-
nology allows the platform to go beyond 
what is listed on the resume, taking other 
factors into consideration. For example, a 
veteran can be matched with a company 
that other veterans have done well in.” 

“Hoosier unemployment has 
remained high into 2021 and the HTN 
platform is positioned to connect indi-
viduals to open jobs as quickly as 
possible, ultimately helping all aspects 
of the economy,” said Carter. 

With approximately 100,000 open 
jobs across the state as of March 2021, 
Carter is hopeful the new platform and the 
tools within it will help more accurately 
place job seekers with employment.  

“Our hope is that by utilizing Eight-
fold’s AI technology and tool based on skills 
and abilities, versus keywords, individuals 
will fi nd job connections quicker and 
with better accuracy,” detailed Carter. 

In addition to gathering data on job 
seekers’ current skill sets, the technology also 
provides insight into how they can expand 
their capabilities. If certain skills appear to 
be missing from a user’s profi le, the HTN 
will suggest skills that could easily be learned 
to further expand career possibilities. 

In the coming years, the skill sets 
needed by employers are likely to trans-
form due to things like new technology, 
increased remote work and automation. 
The emphasis on helping match job seekers 
with easily learnable skills is one way to 
combat this impending transformation. 

“The reality is — whether it’s because 
of AI or otherwise — most of our jobs 
are going to change in the next three 
to fi ve years,” noted Ahluwalia. “So, to 
some extent, it’s upon us to actually 
make sure that we are relevant.”  

jedinger@govtech.com 
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The new platform will dramatically 
simplify the process for Hoosiers looking to 
online government employment services. 

Chad Carter, DWD’s HTN project leader, 
is responsible for workforce systems for 
the state.  

“Adding HTN has provided a new part-
nership with Eightfold and a tool to help 
Hoosiers fi nd and explore job opportunities 
with cutting-edge technology,” Carter said. 

DWD describes its goals as developing a 
premier workforce and enticing businesses 
to relocate to Indiana; the HTN seeks to 
fulfi ll these goals by employing, reskilling 
and upskilling the state’s workforce. 

One thing that makes this platform 
eff ective is the use of Equal Opportunity 
Algorithms to prevent bias. What that means 
is that neither age, gender nor ethnicity 
plays a role in the predictions made.  

In addition to taking those factors out of 
the decision process, the platform can mask 
the profi les, letting employers focus on the 
candidates and their capabilities rather than 
other factors that are not relevant. Other 
elements that help provide equal oppor-
tunity include an increased emphasis on 
writing a more accurate job description and a 
dashboard that allows job seekers to see how 
their application is progressing at each stage. 

“We have completely changed the candi-
date experience,” Ahluwalia explained, 
noting that not only does the platform 

100K 
jobs were open 
in Indiana as of 
March 2021. 

 The reality is — whether it’s because of AI or 
otherwise — most of our jobs are going to change 
in the next three to fi ve years.
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Mythics is helping organizations across the 
U.S. save money, ensure business continuity, 
and enhance user experiences by implementing 
public, private or hybrid cloud solutions.
See How North Carolina General Assembly had dramatic 
gains with Oracle HCM Cloud and Mythics Consulting

featured in this Issue.

Let Us Build Your Unique Solution Today:

Mythics.com/CloudSuccess

Featured S&L Procurement Vehicles:

20 Years of Expertise
Modernizing Oracle

Government Systems

www.Mythics.com/CloudSuccess
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T he human resources (HR) division for the North 

Carolina General Assembly serves the needs of 

about 1,000 employees — from 170 legislators 

and their staff  to housekeepers, cafeteria workers, 

police offi  cers, interns and administrative employees. A 

substantial amount of HR activity involves annual hiring 

surges as the legislative session begins, then keeping up with 

frequent employee changes year-round.

“Because each Assembly member can hire their own offi  ce 

staff , someone could be hired without being entered into 

the HR system for a few days, and then the HR team has to 

catch up,” says Garrett Dimond, a legislative services project 

manager for the North Carolina General Assembly. “This work 

is like supporting 170 individual companies, and it’s important 

that we off er personnel service to the members.”

Customized processes are also important for meeting 

numerous and detailed employment rules, as well as 

delivering HR services for other Assembly employees. Any 

new HR system would need to serve the Assembly as a 

complete enterprise.

ADOPTING A CLOUD 
SOLUTION FOR HR 

The North Carolina General Assembly previously used an on-

premises core HR management system, in place for more than 

20 years, that was no longer supported by the vendor. Specifi c 

HR functions, such as payroll, were hosted on separate, siloed 

systems. Lack of integration between the systems meant many 

processes relied on paper. The HR and payroll teams often 

needed to enter data manually into multiple systems.

For a replacement HR system, the Assembly’s legislative 

services and IT staff  evaluated options in a competitive bid 

process. This process led to selection of Oracle Human 

Capital Management (HCM) Cloud. 

Although the Oracle HCM solution met the Assembly’s 

requirements for HR and payroll functions, two additional 

factors were critical in the decision. First was Oracle support 

for integration with other systems, important to North Carolina 

because of the extensive customization in its employment 

processes and rules. Second was the foundation off ered by 

Oracle to support broader business processes, which will help 

the organization’s operations become more agile.

“Oracle didn’t just give us a new HR technology solution, it 

also helped us create a new solution for business processes,” 

says Dimond.

The Assembly’s Oracle HCM Cloud solution went live 

on January 4, 2021. Dimond describes the deployment as 

“textbook,” even as it was completed during the COVID-19 

pandemic. The new HR system easily passed a critical test 

when all employees were paid correctly on the fi rst payday 

after implementation.

Because the Assembly’s IT team did not have Oracle 

experience, and for help with needed system integrations, 

North Carolina chose Mythics for consulting assistance. 

Mythics led implementation of the recruiting module in Oracle 

HCM Cloud as well as the technical eff ort to convert data 

from the legacy system. Mythics also worked with Oracle 

consultants to develop 12 custom system integrations and 

three custom reports.

“The knowledge of integrations and Oracle solutions in the 

Mythics team was very important to us and helped us in going 

through the system transition,” says Kelly Stallings, the project’s 

technical lead.

“Mythics provided responsible, confi dent, well-trained 

individuals who took ownership of our needs and issues, 

and worked quickly to solve them,” adds Dimond. “It was a well-

qualifi ed team and one that was always agile and got 

the job done.”

IMPROVEMENTS ACROSS 
THE ORGANIZATION

The Oracle HCM Cloud solution and Mythics integration work 

has produced multiple benefi ts for the HR and IT teams, as well 

as the General Assembly as an organization.

Building a Modern HR System 
for a Dynamic Organization
The North Carolina General Assembly streamlines processes on time 

and on budget with Oracle HCM Cloud and integration help from Mythics.
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Time savings. Integration of the recruiting module with 

Oracle Global HR saves the HR team time and supports 

easier interaction with legislators. Other system integrations 

also save time by making tasks more effi  cient for employees, 

who can often enter their own information online. The IT team 

saves time because Oracle manages and maintains the core 

HCM solution in the cloud.

Mobile support. Giving employees access to information 

and tasks on their mobile devices, especially for entering 

timesheets or viewing paycheck stubs, reduces use of paper-

based processes.

A single system for everyone. A common HCM system for 

all Assembly divisions enables collaborative work among HR 

and administrative staff . 

A standard payroll schedule. With a single payroll solution 

for the enterprise, the Assembly now supports a semi-monthly 

payroll schedule for all employees.

Improved employee experience. The convenience of HR 

self-service tools on mobile devices produces a better user 

experience for all Assembly employees. 

“The new system improves employee morale and deepens 

their connection to the General Assembly because they have easy 

access to all of their payroll and benefi ts data,” says Dimond.

STRATEGIES FOR 
A SMOOTH TRANSITION

Implementing a new HR system is a major undertaking for 

any government organization. To make the transition easier, 

Dimond and Stallings off er two key recommendations.

Before beginning, make sure the change to a new system 

is supported with strong direction from top leaders. After 

the transition is complete, this direction will help maintain a 

focus on improving HR and business processes across the 

organization.

To make implementation easier, consider working with 

an expert consultant that has a partnership with the primary 

system vendor. 

“You may spend more money initially but look at this as 

a good investment compared to other solutions that may 

require more long-term work,” says Dimond. 

A FOUNDATION FOR BROAD 
MODERNIZATION 

The North Carolina General Assembly achieved its goals for 

a new, modern HR system. The Oracle HCM Cloud solution 

off ers capabilities that better serve the Assembly’s dynamic 

employee base. And by extending the solution beyond 

traditional HR functions, staff  across the organization can 

work together more easily and improve processes that 

underpin Assembly business.

©2021 e.Republic. All rights reserved.

Mythics is an award-winning systems integrator, consulting fi rm, managed services provider 

and elite Oracle resale partner representing the entire Oracle product line across cloud, 

software, support, hardware and engineered systems. Go to mythics.com/cloud or email 

cloud@mythics.com to learn how to start your successful Oracle cloud journey today.

www.mythics.com/cloud 
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North Carolina General 
Assembly HCM Cloud 
Modules and Integrations

Oracle HCM Modules
 Global HR

 Recruiting

 Payroll

 Time and Labor

 Absence Management

Integrations
 ADP payroll and benefi ts system

 North Carolina State Retirement System

 Healthcare marketplace for state government

 North Carolina Accounting System

 North Carolina Department of State Treasurer

Government Technology is about solving problems in state and 

local government through the smart use of technology. Government 

Technology is a division of e.Republic, the nation’s only media and 

research company focused exclusively on state and local government 

and education. www.govtech.com

ADVERTISEMENT

Untitled-1   3Untitled-1   3 4/28/21   9:12 AM4/28/21   9:12 AM



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

Page #

__________Designer __________Creative Dir. 

__________Editorial __________Prepress

__________Other ____________OK to go

5      25    50     75    95   100 5      25    50     75    95   100 5      25    50     75    95   100 5      25    50     75    95   100

BLACK
YELLOW

MAGENTA
CYAN

     CMY grey        T1       T2       T3

By Daniel CastroDATA POINTS 

Daniel Castro is 

the vice president 

of the Information 

Technology and 

Innovation Foundation 

(ITIF) and director of 

the Center for Data 

Innovation. Before 

joining ITIF, he worked 

at the Government 

Accountability Office 

where he audited 

IT security and 

management controls.

A t the start of the COVID-19 
pandemic last year, over half of 
state unemployment websites 

experienced signifi cant outages as 
nearly 22 million Americans fi led for 
unemployment benefi ts in the span of 
a few weeks. At the time, part of the 
explanation for these outages was that 
many state government agencies had 
simply never anticipated receiving such a 
high volume of traffi  c. Others noted that 
they were still running outdated systems 
and had not yet migrated to the cloud. 
But a year later, many state and local 
government agencies are back in the exact 
same position, as numerous government 
websites have crashed as residents fl ocked 
online to make vaccination appointments.

These problems have been seen across 
the nation and have continued for months. 
In January, multiple Florida county 
government websites — including those 
in Broward, Pinellas and Hillsborough — 
crashed as older adults went online to try 
to book appointments for the fi rst available 
vaccines. In February, the Massachusetts 
state scheduling website crashed the 
week that people age 65 and older became 
eligible for the vaccine. And in March, the 

Cook County, Ill., vaccine 
registration website crashed 
after they made vaccines 
available to residents with 
certain underlying health 
conditions. During its peak, 
the website received half a 
million requests per second, 
according to offi  cials. 

Part of the problem 
was that in the absence 

of an eff ective federal solution to the 
vaccine scheduling problem, each state 
or local government health agency 
had to develop its own solution. The 
result was signifi cant confusion for the 
average individual because there was 
no single website where they could go 
to register for a vaccine appointment 
or get on the list for an appointment. 
The confusion was particularly acute 
in some states, like New Jersey, where 
there was no statewide solution and 
diff erent counties, municipalities and 
health-care systems each off ered their 
own separate scheduling platforms. 

Another problem was that many 
states, including California, Colorado, 
Maryland, Pennsylvania, Virginia and 
Washington, opted to use the same ill-
prepared vendor for their online vaccine 
scheduling system. The software maker 
— a self-described “tiny little nonprofi t” 
which had originally created software to 
streamline fl u vaccine consent forms in 
schools in Maryland — was insuffi  ciently 
prepared to manage and support a 
national vaccination eff ort. The vendor 
blamed “a sudden and unprecedented 
surge in traffi  c to the site,” a fl imsy excuse 
given the anticipated high demand for 
vaccinations among Americans. Local 
health offi  cials in California blamed these 
software glitches for some of the delays 
in rolling out the vaccine in the state.

Indeed, one of the few places 
where individuals have been able 
to reliably go online and schedule a 
vaccine appointment is not with these 
government websites but with one 
of the national pharmacies, such as 

Walmart, CVS and RiteAid, participating 
in the vaccine rollout. For example, as 
of April 1, CVS had administered 10 
million COVID-19 vaccine doses across 
2,000 stores in 44 states, and Walmart 
was administering vaccines in 3,800 
locations across the United States. 

A key element to their successful 
vaccine appointment websites has not 
just been suffi  cient server and staffi  ng 
capacity, but also good design. Indeed, most 
businesses understand that having user-
friendly interfaces and strong back ends 
are critical to their operational success. 
CVS, for example, has made several design 
updates to its website to make it easier 
for customers to schedule a vaccination 
appointment. On the CVS website, 
customers see information about who is 
eligible for the vaccine, which stores are 
off ering shots, whether any appointments 
are available and when the information was 
last updated. In contrast, in Massachusetts, 
residents seeking a vaccination had to 
fi rst fi ll out pages of personal information 
before they could even see available 
appointment times, leading to many 
frustrated users who had to continue 
repeatedly entering the same information 
every time the website crashed or they 
wanted to check again for an available slot.

It is almost certain that there will 
be future unprecedented events that 
generate similar surges. From building 
more scalable, cloud-based websites, 
to selecting more qualifi ed private-
sector partners, to using better design, 
there are many lessons that government 
agencies can learn from these failures 
to prepare for future challenges. 

Surge Protection
A year after the pandemic, government websites still aren’t ready for traffi  c surges.
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The same trends that are shaping the future of work throughout the public sector — including remote work, 

digital transformation and an emphasis on data and analytics — are also impacting elections agencies. It is 

easy to think of elections as something that only occur once every couple of years. But election management 

is a year-round job encompassing everything from candidate filings and campaign finance reports to voting 

machine inventories, poll worker management and cybersecurity.

To better understand the perspective on the future of work for elections agencies, Government Technology
interviewed Ron Davis, the CEO and co-founder of EasyVote Solutions, which provides comprehensive 

election management solutions to governments throughout the United States. 

How are expectations 
changing for local county 
and city elections officials 
in the coming years?
Election offices across the nation will 

need to be more transparent and find 

efficiencies in the election/voting process 

as well as gain access to more of the 

data they generate each election. 

Local jurisdictions will need to offer their 

voters more choices in how they vote. 

To complete this in a timely manner, 

the local jurisdiction must provide 

more data and process automation 

to ensure voters are eligible and have 

the best possible voting experience.

What about at the state level? 
What are the priorities driving 
state elections officials?
Consistency of processes among 

all local jurisdictions. While local 

jurisdictions have the responsibility 

of carrying out the election, the state 

will need to ensure all jurisdictions, 

large and small, follow the same 

election processes. States will need 

to establish best practice processes 

for all their jurisdictions and measure 

local jurisdiction effectiveness.

What are the biggest 
ways voting will change 
in the coming years?
Predictive analytics, more customer 

self-service and more customer 

choice (for different ways to cast a 

ballot) will all be important, as will 

online and remote learning (for poll 

workers and other employees).

What changes do 
you anticipate on the 
national level?
I believe a national voter registration 

database will be used so every local 

and state jurisdiction can process 

voters quicker and more accurately. I 

also see a wait-time indicator for in-

person voting becoming a requirement 

for all counties across the nation.

With increased scrutiny 
across all facets of 
elections, how are 
elections offices preparing 
to be more transparent 
and accountable?
Election offices are looking to their 

software vendors to help them display 

where they are in each of the steps 

of the election process. Election 

offices in the future will be able to 

show more about how the process 

of running elections happens.

What can elections 
offices do to help combat 
voter misinformation and 
purposeful disinformation 
campaigns?
Many are preparing educational 

material for the public to understand 

how they prepare for elections and 

how they conduct elections. The 

hope is to reduce misconceptions 

when someone sees or hears about 

a portion of the election process.

How Current Work 
Trends Will Impact the 
Future of Elections

© 2021 e.Republic. All rights reserved.IMAGE PROVIDED BY SHUTTERSTOCK.COM

EasyVote Solutions provides software applications that streamlines the processes behind running successful elections. Our 

mission is to use technology to modernize the elections process. EasyVote’s customers are city, county and state elections 

offi  ces currently located in over 20 states across the US. Our customers fi nd that the EasyVote Election Management Platform 

excels at the following; reducing the time to perform election tasks, improving communication and accuracy between election 

offi  cials and workers; and providing data, enabling election offi  cials to make intelligent, informed decisions.
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Read full reports and breaking news about career changes across tech-driven roles in government at govtech.com/people. 
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Mark Quimby

Clare Martorana

Tim Roemer

Adita 
Karkera

CISO Tapped to 
Lead Arizona 
Homeland Security 
Arizona Gov. Doug Ducey 
appointed the state’s CISO, 
Tim Roemer, to be the 
new director of the Arizona 
Department of Homeland 
Security. Roemer replaces 
outgoing director Gil Orrantia. 
In his announcement, 
the governor noted that 
Roemer will bring his current 
cybersecurity focus to the 
new position. 

Colorado Springs, Colo., Names New CIO 
Mary Weeks is the new CIO for Colorado Springs, Colo., 
being named to the role in April after working within the city’s 
IT department dating back to 2013. Most recently, Weeks 
served as the IT business and operations manager. She 
replaces former CIO Carl Nehls. 

Baltimore Mayor Names Two 
Key Tech, Equity Roles 
Baltimore added two new tech positions to City Hall. 
Justin Elszasz will serve as chief data offi  cer, while 
Jason Hardebeck will be the new director of broadband 
and digital equity.  

Justin Elszasz Jason Hardebeck

Washington Governor Appoints 
WaTech Acting Director 
Washington Gov. Jay Inslee has elevated 
Mark Quimby to acting director of Washington 
Technology Solutions (WaTech) and state CIO. 
Quimby has worked with the agency dating back 
to 2014, most recently serving as deputy director 
for technology and operations. He replaces James 
Weaver, who departed in February to become 
North Carolina’s IT chief.  

Montana Gov. Appoints New CIO 
Montana Gov. Greg Gianforte has appointed Kevin Gilbertson 
as the state’s new CIO. Gilberston is the former vice president 
of product strategy and enablement at Helix Business 
Solutions. He replaces former CIO Tim Bottenfi eld, who 
retired late last year.  

Clare Martorana 
Named Federal CIO 
Under Joe Biden 
President Joe Biden has selected 
Clare Martorana to serve as federal 
chief information offi  cer and the 
administrator of the Offi  ce of Electronic 
Government. Martorana brings a mix of 
public- and private-sector experience 
to the job, most recently serving as 
CIO of the U.S. Offi  ce of Personnel 
Management. 

Adita Karkera 
Leaves Arkansas 
Data Office for Deloitte  
Adita Karkera left her role as 
Arkansas’ deputy chief data offi  cer 
to join the global consultancy 
Deloitte. The departure caps 20 
years for Karkera within Arkansas’ IT 
department. At Deloitte, she will work 
as a data and AI architect, helping 
state and federal chief data offi  cers 
with their ongoing work. 
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Everything your team needs to 
track the legislation, officials, and 
news that impact your agency.
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spectrum More research, more science, more technology.

Lyft is following in the footsteps of 
its competitor Uber in getting out 
of the self-driving car game. The 
ride-share company is selling its 

autonomous development vehicle 
arm, called Level 5, to Toyota for 
$550 million. The move comes 
in an eff ort to cut research and 
development spending as Lyft 

works to become profi table.  
SOURCE: ENGADGET

Google announced improvements to its voice 
assistant that will hopefully make it function a 
bit more naturally. Users will have the ability 
to teach the AI how to correctly pronounce 
names of contacts, plus it will be able to 
better follow conversations. So, for example, 
asking Google to set a timer for 20 minutes 
and then changing your mind and asking for 
30 minutes instead will actually work. 
SOURCE: THE VERGE 

Password managers are touted as a practical, secure way to manage 

the unique passwords you’re supposed to have for each website and 

app you encounter. The risk, of course, is if the manager gets hacked, all 

your private information is accessible. That’s what happened to 29,000 

users of the Passwordstate password manager for two days in April, when 

the app’s creator told customers that its upgrade mechanism had been 

compromised and malicious fi les had been installed on user computers. 

Experts say two-factor authentication, which is available for Passwordstate, 

is critical for avoiding such issues when using password managers. 

SOURCE: ARS TECHNICA 

29k 

Send Spectrum ideas to Managing Editor Lauren Harrison, lharrison@govtech.com
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CRYPTO CLIMATE CRISIS: Cryptocurrency 
consumes a ton of energy; bitcoin, which accounts for more 
than half the market, reportedly has a carbon footprint similar to 
Hong Kong’s. A new “Crypto Climate Accord” led by blockchain 
companies like Ripple and ConsenSys has set some lofty goals 
to fi x that: transition all cryptocurrency to renewable energy by 
2030; hit net-zero emissions by 2040; and set up an open source 
standard that can be used to measure the industry’s emissions.  
SOURCE: THE VERGE

$550M

Hey, Google? 
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GOVERNING FUTURE OF WORK Q&A

What changes made during the 
pandemic are now the norm for 
contact centers?
Contact center managers feared the shi   
to remote work during the pandemic would 
be too diffi  cult. In some cases it was a 
painful change, but it also opened new 
opportuni  es that weren’t available before, 
especially for agents.

For many reasons, I don’t see contact 
centers returning to full on-site opera  on 
again. Working from home raised agent 
sa  sfac  on and decreased a  ri  on. 
Agents appreciate the fl exibility and see 
more meaning in their contribu  on to 
government service delivery.

How can employees deliver a quality 
experience as they serve con  nuing 
high call volumes?
As average wait  mes increased during call 
surges, contact centers leveraged mul  ple 
communica  on channels to deliver a 
quality caller experience. Yet even with the 
demands of the pandemic response, agent 
empathy levels for callers have gone up and 
will con  nue to remain high. A government 
can sustain this experience by looking 
for more online and automated tools as 
alterna  ves for rou  ne calls.

How can technology help agents 
gain needed skills and work 
produc  vely from home? How can 
it help managers train and lead 
eff ec  vely?
Remote work means managers can no 
longer provide the tradi  onal in-person and 
on-the-spot agent coaching. Yet workforce 
engagement and analy  cs solu  ons provide 

more insight about agent ac  vity than can 
be gained by walking around a physical 
contact center.

It’s also important to understand that 
best prac  ces and performance metrics 
may need to change to refl ect remote 
work. Agent coaching may involve more 
use of gamifi ca  on to mo  vate learning 
and improvement, or data that shows 
agents how their performance impacts the 
agency’s mission.

What factors will be important to 
retain experienced agents?
Agent performance metrics, manager 
observa  ons and tools that detect caller 
sen  ment can help iden  fy agents who 
excel with certain topics or types of calls. 
Managers can route more of those calls 
to those agents, increasing both caller and 
agent sa  sfac  on.

Looking ahead, what will the work 
model look like for contact centers? 
What will this model mean for agent 
work and recrui  ng?
I expect many contact centers will operate 
in a hybrid model where agents work 
part-  me remotely and part-  me in the 
offi  ce. Suppor  ng this model requires a 
good forecas  ng capability to iden  fy ebbs 
and fl ows in the staffi  ng levels needed to 
deliver a good ci  zen experience. These 
forecasts also support scheduling fl exibility 
for agents, including the ability to bid on 
shi  s and trade them with coworkers. For 
the agency, a hybrid model expands the 
poten  al recruitment area for agents; it 
can now reach across an en  re region 
or state.

The Future of Work: 
A Hybrid Model 
for Contact Centers

Brian Mistre  a, Director 
of Product and Segment 
Marke  ng at NICE inContact, 
discusses how contact centers 
will con  nue many of the 
benefi cial changes brought by 
the COVID-19 pandemic.

© 2021 e.Republic. All rights reserved. Photo provided by Shutterstock.com

NICE inContact works with organiza  ons 

of all sizes to create extraordinary and 

trustworthy customer experiences that 

build deeper brand loyalty and rela  onships 

that last. With NICE inContact CXoneTM, 

the industry’s most complete cloud 

customer experience pla  orm, we enable 

an excep  onal agent and customer 

experience—every  me and on every 

channel. For more informa  on, visit 
www.NICEinContact.com.
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Every day on govtech.com, we explore a question about something 
new happening in the tech (and tech-adjacent) world. Here’s a look 
at a few recent Questions of the Day. For more, visit govtech.com/
QoD, or subscribe to our newsletter to get them daily in your inbox. 

DoorDash wants to make it easier for people to get tested 

for COVID-19. That’s why users of the food delivery app in 

select cities will be able to order a test kit with same-day 

delivery. 

Users will be able to choose between two different 

kits: the Everlywell nasal swab kit for $109, or the Vault 

Health saliva kit for $119, both of which can provide results 

in 24 hours. The option will be available in 12 cities initially, 

including Baltimore, Chicago, Cleveland, Denver, Minne-

apolis, Phoenix and Dallas, with more locations intended 

in the future. 

“COVID-19 testing will continue to play a critical role as 

businesses and schools begin to re-open across the U.S.,” 

DoorDash said in a press release. “Tests that can be taken 

at home and mailed to a lab offer even more convenience 

to customers as they eliminate the need to make a trip to 

a testing facility, or wait in long lines at the pharmacy or 

grocery store.” 

This teeny-tiny washing machine 
will help you clean what? 
Answer: Your true wireless earbuds.

Don’t you sometimes wish that you could just toss your earbuds into the 

washing machine to get them clean? It would be so much easier than trying to 

do it all by hand (because let’s face it, that never gets them truly clean). If this is 

you, then you’re in luck — a teeny-tiny washing machine for earbuds may be on 

the way. 

It’s currently the subject of a Kickstarter campaign, which comes with its own 

risks and is no guarantee the device will actually make it to production and into 

the hands of consumers. If it does, though, the Cardlax Earbuds Washer sounds 

like it could be a fun little tool. 

There is still a little bit of elbow grease involved, as you first have to clean 

out the openings of the earbuds with the included brush tool. But after that, 

you just have to pop them into the device, which looks a lot like a top-loading 

washing machine in miniature, and away it goes. From there, the Cardlax uses 

a motorized cleaning brush, some cleaning solution and a polisher to make the 

earbuds squeaky clean. While the campaign specifically uses Apple’s AirPods 

as an example, it claims that the device will work with 99 percent of other true 

wireless earbuds as well. 

The beavers who live near a small town in Canada have made their feelings about 

the Internet known. Residents of Tumbler Ridge in northeastern British Columbia 

lost their Internet service for 36 hours over one weekend in April when the critters 

decided to declare war on the underground fiber cables that supply it. 

The beavers were reportedly digging in search of building materials for their 

dam when they uncovered local Internet service provider Telus’ fiber-optic cable 

buried three feet underground. At multiple points along the line, the beavers 

chewed through the 4.5-inch protective layer around the cables, as well as the 

cables themselves. 

As a result of the beavers’ behavior, 900 people lost Internet service, 60 people 

lost cable TV and local cell service was disrupted. Photos from Telus’ repair crews 

show cable marking tape as part of the beavers’ finished dam. At least they made 

good use of some of what they destroyed. 

How do beavers feel about 
the Internet? 
Answer: It seems they’re not fans.

spectrumMore research, more science, more technology.

Send Spectrum ideas to Managing Editor Lauren Harrison, lharrison@govtech.com
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What can you now get through 
DoorDash besides food? 
Answer: A COVID-19 test.
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What will government 
workplaces look like over the 
next six to 18 months?

The return to o  ce is going to be 
gradual, but the biggest caveat is that it 
isn’t a return to what we had. There is a 
new normal — governments are already 
saying they’ll need less space, and in the 
future, may need to  ex back again. But 
there are also long-term bene ts to the 
hybrid workplace. Governments can use 
this trend to tap broader talent pools, 
which is already happening in higher 
education and other sectors.

How will governments need to 
modernize their IT infrastructure to 
manage hybrid work environments?

When your employees work from 
anywhere, it fundamentally changes tra  c 
 ows. You are managing and accountable 
for apps and services delivered over the 
Internet. You need to keep the security 
policy centralized, but the controls must 
be distributed and largely delivered from 
the cloud, using capabilities like Secure 
Access Service Edge (SASE). 

Within their physical infrastructure, 
governments may need less space — 
but they will require more technology in 
that space. Density monitoring is here 
to stay at the  oor and room levels, and 
can be integrated with smart lighting 
to ensure o  ces are empty before 

sanitizing surfaces with UVC light. 
We also expect most meetings going 
forward to have at least one remote 
participant. Buildings will need to be 
re tted to create  exible, secure and 
e  cient video-enabled workspaces 
that can easily adapt to the needs of a 
constantly changing group of workers. 

What are the priorities as 
governments continue to offer and 
expand digital service delivery?

We see cities and states adopting 
portals with capabilities like secure single 
sign-on as opposed to an agency-by-
agency approach. One of the biggest 
trends we’re seeing now involves 
modernizing contact centers. States 
and cities are gaining e  ciencies and 
new capabilities by deploying a single 
cloud contact center platform they can 
tailor to serve all agencies. Introducing 
the right mix of self-service chatbots — 
driven by machine learning — with trained 
sta  is enabling agencies to reach and 
serve more constituents. State and local 
governments are also actively working 
to bridge the digital divide to ensure 
government and critical private services 
like telehealth bene t all constituents.

How will governments manage 
workforce and leadership develop-
ment in a hybrid work environment?

Like everything else, recruiting and 
workforce development has moved 
online. There is a degree of burnout 
when everything is done the same 
way. Augmenting self-paced video 
training with instructor and expert-led 
live sessions increases engagement 
and learning. At the same time, 
continuing education has moved 
to self-paced microcredentialing 
and microcourses, and that is 
accelerating.

What can government 
leaders do now to prepare for 
longer-term changes?

We’re shifting from digital service 
delivery as a supporting mechanism 
to the primary one. Governments 
must build a solid, secure platform 
they can evolve over time and scale 
as needs change. Incorporating 
emerging technologies like 5G, edge 
compute and sensors will make 
the experience for remote workers 
seamless, no matter where their 
daily journey takes them. It will also 
increase visibility and automation to 
make physical government spaces 
safer and more e  cient. 

Because of the pandemic, all 
these things have been shown 
to be possible. Now we need to 
accelerate them.
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With a portfolio breadth and unmatched experience that span networking, security, cloud, and collaboration, only Cisco can bring together your 

workforce and workplace with the simplicity, agility, and resiliency you need to not just recover and adjust in the face of change but thrive. 

Learn more: www.cisco.com/go/stateandlocal

GOVERNING FUTURE OF WORK Q&A

Navigating Toward an 
Inclusive Future of Work:
Challenges and Opportunities for State and Local Governments

The pandemic has accelerated changes in the government workplace that will last far beyond the 
short-term return to physical o  ces. In this Q&A, Mike Witzman, Systems Engineering Director for 
Cisco’s U.S. State and Local Government and Education, describes how governments can prepare 
for constituent and employee needs in the “next normal.”
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Paul Taylor is 

executive editor of 

e.Republic, 

Government 

Technology’s 

parent company.

By Paul W. Taylor  SIGNAL:NOISE

A s we look around our COVID-
informed world, things look 
familiar but not normal. The 

well-worn social distance reminders 
look like they have always been there, 
as do signs about wearing masks. We 
approach each other on sidewalks with 
the hesitancy and awkwardness of a fi rst 
date: How close is too close? It all reminds 
us that, for all their shortcomings, Zoom 
meetings are comparatively stress free, 
even if our cameras have given others a 
deeper look into our private lives than we 
would have imagined 15 months ago. As 
much as we want it, there is no normal 
to get back to. Chalk it up as the great 
lesson of year one of the COVID-19 era. 

Amid the urgency of the moment, our 
experience with government has changed 
too. Public service announcements detail 
public health updates and whether and how 
businesses, schools and houses of worship 
are to conduct themselves. Public agencies 
have worked to uphold the promises made 
by elected offi  cials while keeping essential 
services running. We saw what worked 
and where public institutions came up 
short. The future in the “after times” is 
fraught but not without opportunity. Those 
opportunities may be best seen through the 
30-year-old lens of core competencies, fi rst 
crafted by C.K. Prahalad and Gary Hamel. 

Prahalad now worries core competencies 
have been misunderstood and misused, 
even if unintentionally. The original intent 

was to help organizations 
identify those things 
that only they could do, 
which they would protect 
and promote at all costs. 

Instead, the emphasis got placed on 
the wrong syllable, with organizations 
jettisoning everything outside of the core 
or, specifi cally, things they didn’t do well. It 
led to disruption and outsourcing, whether 
or not letting go of such things was in 
their long-term interests. Moreover, the 
moves bumped into the irrefutable truth 
that you cannot outsource a problem. 

Looking forward to the “after times” 
became the focus of conversations with 
colleagues at the Center for Digital 
Government (CDG), a sister organization 
to Government Technology and the research 
arm of parent company e.Republic. Vice 
President and Co-Director Phil Bertolini 
came to CDG from a career in public 
service where he gained an unshakable 
sense of the core of county government: 
“the health, safety and welfare of people” 
delivered where and when it is needed. 
To those ends, “government is one of the 
largest customer service bureaus in our 
economy.” As such, responsible as it is for 
the widescale, secure and trustworthy 
movement of permissions and money, 
Bertolini says the work of doing those things 
well means building capacity to make it 
all possible: modernization, consolidation, 
cloudifi cation and the embrace of remote 
work, the need for which was underscored 
during the fi rst year of the pandemic. And 
then there is the inconvenient truth that 
just because an organization is supposed 
to do something doesn’t mean it is good at 
it. Now, faced with sometimes competing 
demands to pivot, public agencies looked 
for help where they could fi nd it. 

Bertolini’s fellow VP and Co-Director 
Teri Takai said that in her time as CIO of 

two large states and the U.S. Department 
of Defense, she saw a disturbing tendency 
for the outsourcing tail to wag the 
core competency dog. She is careful to 
clarify that outsourcing has its place 
and private-sector companies have 
stepped up in large measure to partner 
in earnest with government agencies. 

That said, Takai also insists the hard 
work around core competencies is not 
done. “It is essential for government to 
‘own’ those services that impact citizens. 
For the most part, I have great faith 
in public servants,” she explained. “I 
worry when they are not in control of 
those decisions that are not about ROI, 
margins, revenue, but about making sure 
that services are equitable, fair and go 
to those who need them. There can be 
debate about what those are, which is 
healthy, but the premise behind the debate 
— the public good — is at its heart.” 

That public good, something that defi es 
being reduced to a balance sheet, and 
delivering on it goes to what e.Republic’s 
Deputy Chief Innovation Offi  cer Joe Morris 
regards as the kernel of government’s 
core competency: trust. The lack of trust 
in the last 12 months has manifested itself 
in vaccine reluctance, an unwillingness 
to accept election results and taking to 
the streets in protest. “If community or 
societal success depends on residents’ 
perception and experience,” Morris 
said, “delivering on government’s core 
competence has never mattered more.” 

Trust Fall 
Government’s core competence is ultimately a matter of trust — just ask 

anyone living through the pandemic. 
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PROTECT THE 
NETWORK

Hear from experts—download the Guide.

bit.ly/SecurityNOF

The network of the future requires a better 

understanding of cybersecurity threats and a 

new way of thinking about security solutions. 

©2021 AT&T Intellectual Property. All rights reserved. AT&T and the AT&T logo and are trademarks and service marks of AT&T Intellectual Property.

www.bit.ly/SecurityNOF
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YubiKey: the easy 
way to 100% MFA

For government 
employees that

use mobile authentication 

candonwon
Many state and local government employees can’t, don’t, or won’t use 

mobile multi-factor authentication (MFA), creating security gaps.
YubiKey is a Department of Defense approved, hardware security key 

that helps state and local governments stop phishing attacks, 
account takeovers, and achieve 100% MFA. 

Learn more at: yubico.com/statelocal

yubico

www.yubico.com/statelocal

	COVER
	pg 03  TOV
	pg 04  Point of View
	p 06  govtech.com/extra
	pg 07  Becoming Data Smart - Building Equity
	pg 10  Four Questions - Jason Clarke - Delaware CIO
	pg 16  Big Picture - NASA’s Ingenuity
	pg 18  THE DISAPPEARING TOWN HALL - Public Sector Buildings
	pg 26  WORKFORCE REVISITED 
	pg 32  PRIMING THE PIPELINE - Future Tech Workforce
	pg 38  Innovation - Virtually Employed
	pg 46  Data Points - Surge Protection
	pg 48  CIO Central
	pg 50  Spectrum
	pg 54  Signal Noise - Trust Fall


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (ColorMatch RGB)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.10000
  /EncodeColorImages true
  /ColorImageFilter /FlateEncode
  /AutoFilterColorImages false
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.10000
  /EncodeGrayImages true
  /GrayImageFilter /FlateEncode
  /AutoFilterGrayImages false
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /ENU ()
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks true
      /AddColorBars false
      /AddCropMarks true
      /AddPageInfo true
      /AddRegMarks false
      /BleedOffset [
        13.464000
        13.464000
        13.464000
        13.464000
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /ClipComplexRegions true
        /ConvertStrokesToOutlines false
        /ConvertTextToOutlines false
        /GradientResolution 300
        /LineArtTextResolution 1200
        /PresetName ([High Resolution])
        /PresetSelector /HighResolution
        /RasterVectorBalance 1
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MarksOffset 13.464000
      /MarksWeight 0.125000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




