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EVENTS

govtech.com/events

Colorado Digital Government Summit  /  October 15

Indiana Digital Government Summit  /  October 20

Massachusetts Digital Government Summit  /  November 2-3 

Texas Public Sector CIO Academy  /  November 4

New York City Technology Forum  /  November 9-10 

Arkansas Digital Government Summit  /  November 16

Maine Digital Government Summit  /  November 18

Illinois Digital Government Summit  /  November 19-20

Nevada Digital Government Summit  /  December 3

Wisconsin Digital Government Summit  /  December 3-4 

Pennsylvania Digital Government Summit  /  December 9-10 

Hawaii Digital Government Summit  /  December 10

Public CIO Technology Summit  /  December 10-11 

Att end or  Spon sor 

NETWORK.
LEARN.
INNOVATE.
Con nect with you r peer s at ou r Fall 2015 events 
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By Steve Towns /  Editor

OUR NEW 

LOOK
Something’s different 
about the cover of this 
month’s Government 
Technology: We’re 
launching a fresh 
new look and logo. 
Although our former print 
nameplate served us 
well for nearly 30 years, 
Government Technology’s 
content now lives on an 
array of digital platforms 
that complement and 
extend our coverage of 
what matters to you — 
from infrastructure to 
civic startups and back. 
Our new mobile- and 
social-friendly logo is 
designed to help you 
find us wherever you 
like to read us. And it 
just happens to look 
spectacular in print too.

Getting Connected

In November, the city of Los Angeles 
will review the results from a “request 
for participants” that seeks companies 

willing to build wired and wireless 
broadband networks spanning the 
nation’s second-largest municipality.

To entice bidders — which will be 
required to provide some level of free 
Internet service to the public — the city is 
off ering low-cost access to existing fi ber, 
as well as to infrastructure like light poles 
and storm drains. It’s also creating a Digital 
Infrastructure Permitting Group that will 
expedite permit applications associated 
with constructing the new networks.

For Los Angeles city leaders, the 
project is a crucial step in closing the gap 
between Internet haves and have-nots.

“Almost a third of our city does not 
have broadband Internet access,” said 
CIO Ted Ross, at Government Technology’s 
Los Angeles Digital Government Summit 
in August. “Which means two-thirds 
of the city progresses — their students 
have ample access to the Internet, 
they can use it for their businesses and 
even just entertain themselves — the 
other third is not being included.”

Broadband equity isn’t just L.A.’s 
problem; it’s an issue for Chicago, 
Baltimore and other big cities too. 
Good service may be available, but it’s 

unaff ordable for too many individuals and 
families. City leaders around the nation 
are searching for ways to bridge the gap.

At a more basic level, rural areas of 
the country still struggle to get any high-
speed connectivity at all. The FCC recently 
estimated that about half of residents 
living in rural America simply can’t get the 
advanced broadband service that many of 
us in metropolitan areas take for granted.

Here, too, offi  cials are looking for 
ways to expand crucial connectivity. 
Kentucky, for instance, recently kicked 
off  a $324 million public-private 
initiative to spread high-speed Internet 
across the state, which currently ranks 
47th in broadband availability. 

Announcing the project last year, 
Kentucky Gov. Steve Beshear called 
high-speed connectivity “as essential 
to a community as water or electricity” 
— and he’s right. Given how important 
fast and aff ordable Internet access is 
to our economic success, educational 
achievement and overall quality of life, it’s 
tragic that so many Americans still lack 
a good connection to the online world.

In this issue, we ask experts from 
government, the private sector and 
nonprofi ts how to eliminate the broadband 
gap. Answering that question is both a matter 
of fairness and a key to our future success.  

POINT OF VIEW
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govtech.com/extra: 
Updates from Government Technology’s daily online news service.
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A Boost for Blockchain
In early August, Vermont Gov. Peter Shumlin 

gave blockchain a big push forward, formally 

asking a broad coalition of stakeholders 

to consider whether the technology could 

be used to help manage state records. 

Blockchain is the “digital ledger” driving 
bitcoin, the emerging electronic currency. 
It’s a decentralized record, one that is 

transparent to all users: a chronological 

transaction log that cannot be altered. The 

ledger is still in its early days, and bitcoin 

watchers give Vermont high marks for giving 

blockchain a boost. “Anytime government is 

on the leading edge of new technologies, 

I am going to applaud them for that. Kudos 

for starting the conversation,” said James 

Haight, an analyst at Blue Hill Research.

Coalition Focuses 
on Fraud
A coalition of fi ve states just completed 
a yearlong pilot of a new system 
designed to address the growing 
challenge of public assistance fraud. 
Led by Mississippi and supported by a 
grant from the USDA Food and Nutrition 
Service, the coalition established a 
contributory system of benefi ciary 
information that uses advanced linking 
technology and identity analytics to 
detect whether Supplemental Nutrition 
Assistance Program (SNAP) applicants 
are receiving benefi ts in another state. 

The problem of dual participation 
came to a head following Hurricane 
Katrina in 2005, when offi  cials realized 
that individuals were crossing state lines 
and applying for disaster assistance in 
multiple states. 

The U.S. budget for SNAP exceeds $80 
billion annually and the program serves 
more than 45 million Americans. 

reader/comments: 

“  Where do we stand in rural 

Virginia? Because we have poor In-

ternet access in Buckingham County, 

we have poor access to timely in-

formation, and therefore the people 

remain dormant while predatory big 

industry would have its way with no 

pushback. Information promotes 

democracy and decentralization of 

power away from the too-big-to-fail 

attitudes that are overwhelming us. 

You go, Kentucky!

HeidiDhivyaBerthoud in response to  
Kentucky Unveils Plan to Implement 
Broadband Statewide

“  While cloud storage looks expen-

sive now, the reality is that it’s going to 

get a lot cheaper as storage hardware 

prices continue their downward spiral. 

The cloud vendors are already off ering 

fi xed-price all-you-can-eat deals — ulti-

mately storage will be almost free. The 

real challenge with all the body-worn 

video that police departments will be 

shipping up to the cloud is how to man-

age it and integrate it with other work-

fl ows. As your article suggests, what 

is needed is some kind of integrated 

digital evidence repository with effi  cient 

workfl ows and a lot of machine intel-

ligence to help make sense of these 

unprecedented volumes of complex 

digital evidence.

Jeff  Gould in response to 
Body Worn Camera Data Storage: 
The Gorilla in the Room

“  Northern Illinois is notorious for 

short-lived tornadoes. Given the physi-

cal restrictions of the current weather 

radar technology, it takes about fi ve 

minutes to do a full scan of the sky. A 

tornado that is here and gone in the 

space of three minutes is likely to go 

undetected entirely due to the tech-

nological limits. When today’s experi-

mental phased array radar is ready for 

production, these times will be reduced 

to around one minute. At that point, 

short-lived tornadoes will be detect-

able. Until that time, people will have to 

stay close to their weather radios.

Lisa B in response to 
Illinois Tornado Slips Under the Radar

The settlement awarded to Jonathan Daniel, creator of Twitter 
accounts that parodied Peoria, Ill., Mayor Jim Ardis. The lawsuit 
claimed that Daniel’s First and Fourth Amendment rights were 
violated by a police raid and arrest for impersonating a public offi  cial.
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www.naspovaluepoint.org

The National Association of State Procurement Officials’ Purchasing Cooperative

WSCA-NASPO purchasing cooperative 

is now NASPO ValuePoint

The best value in 
technology procurement 

has a new name.
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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.

When in September 2014 Mayor 
Bill de Blasio appointed 
Minerva Tantoco as New 

York City’s fi rst chief technology offi  cer 
(CTO), he tasked her with a job that was 
fundamentally diff erent from other CTO 
positions around the country.

The Mayor’s offi  ces of Technology 
and Innovation, Data Analytics and 
Digital Strategy, in addition to the 
Department of Information Technology 
and Telecommunications (DoITT), now 
serve a growing number of the city’s 60-
plus departments. The use of technology 
has become so widespread within the 
city government that establishing a vision 
for its future and a strategy to drive it 
forward became crucial — that’s where 
Tantoco comes in.

The new CTO is responsible for 
developing a strategic vision that ensures 
new technology initiatives leverage value 
across the entire city. As chair of the NYC 
Technology Steering Committee, Tantoco 
helps align tech initiatives proposed 
by specifi c agencies with the citywide 

strategy and then monitors 
their implementation. This 
strategic position goes 
beyond the traditional IT-
oriented role that CTOs play 
in many other cities. Tantoco 
not only oversees the 
performance of individual 
tech initiatives within City 
Hall. More broadly, she is 
responsible for imagining 

the future of the technology ecosystem of 
the city itself. 

This strategy aligns with de Blasio’s 
tech-friendly agenda. In April, he 
established the Broadband Taskforce, 
a diverse group of industry leaders 
working to bring high-speed Internet 
access — and the economic and social 
opportunities that accompany it — 
to all New Yorkers. LinkNYC, the 
result of a public-private partnership 
between the city and a consortium of 
tech industry leaders, aims to provide 
fast, free Internet to low-income New 
Yorkers by replacing old payphones 
with wireless hot spots across the 
city’s fi ve boroughs. Tantoco’s role is 
to coordinate with the leaders of these 
programs, which originate in city 
government, to deploy technologies that 
will have the most impact for actual 
citizens. To her, the diversity of the 
city’s population is among its greatest 
assets. In her words, “There is no place 
more diverse than New York City, and 
our rising tech sector can leverage and 
capitalize on that core strength.”

The new position is diff erent in 
another fundamental way. Tantoco 

views the agencies as clients for whom 
she helps develop a strategy that meets 
their agency goals. Most tech-oriented 
solutions that stem from city departments 
tend to be tactical; Tantoco aligns such 
initiatives with the city’s strategic vision. 
The exchange of ideas between the 
CTO (and the mayor) and city agencies 
works in both directions, she said. “It’s 
two-way communication and two-
way innovation.” Under this model, 
the CTO acts as a partner, helping to 
calibrate citywide eff orts, recommending 
principles that guide agency tech 
activity and developing patterns for 
decision-making. This federated, 
interoperable approach to supporting 
the city government’s technological 
infrastructure is vital to managing the 
complexity of a city as large as New 
York. It gives offi  cials within these 
departments the freedom to use their 
expertise to propose creative solutions 
while ensuring that NYC’s tech initiatives 
advance in a common direction. 

“The future of New York depends 
on its tech sector, and the future of city 
government depends how well it uses 
technology,” Tantoco said.  

New York CTO 
Streamlines Tech Strategy 
Minerva Tantoco aligns agency eff orts with the citywide strategic vision.

10       October/November 2015  //  www.govtech.com

The use of technology has become so widespread within the 
city government that establishing a vision for its future and 
a strategy to drive it forward became crucial — that’s where 

Tantoco comes in.
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To help navigate these new waters, the Center for Digital 
Government and the Governing Institute, with underwriting support 
from Optum, created a handbook for MMIS reform. The handbook 
walks states through some of the important considerations when 
moving to a services-based approach to MMIS, including:

 The changes CMS is making to support a
more modular and services-based model,
including whether services qualify for the 
enhanced federal match

 The steps they need to take in the initial
planning stage

 How to implement effective organizational 
change management

 The differences in deploying a services-
based MMIS versus the conventional MMIS 
design, development and implementation

 How to tackle the procurement process

CONSIDER THIS
before you proceed with a procurement:

✓ Traditional MMIS deployments typically 
take years to complete and requirements 
frequently change.

✓ The price tag can range from
 $50 million to more than $150 million.

✓ A 2012 analysis found “21 of the last 21
 MMIS implementation projects over the last 10 
years have been late, over budget, failed or 
some combination thereof.”

If this data makes traditional MMIS deploy-
ments sound complex and overwhelming, 
it’s because they are. What’s the solution? 
Breaking traditional MMIS deployment into 
logical pieces and moving some or all of those 
pieces to a service instead of a traditional 
system is gaining steam as an attractive option 
in the market — one that is now being backed 
by the U.S. Centers for Medicare & Medicaid 
Services (CMS). DOWNLOAD

A COMPLIMENTARY PDF AT:
www.governing.com/MMISHandbook

 In the Market for
a New MMIS?

Change can be scary, but this is a transition worth making. As a compilation of input from nearly a dozen states and 
organizations, this handbook is a great starting point for those states ready to reap the advantages of MMIS-as-a-service.
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1
Los Angeles is becoming more 
data driven. What does that mean? 

We’re a city of almost 4 million people 

spread across 469 square miles. The 

only way you can run a city like that is to 

truly be data driven. You need to have 

numbers, you need to measure, you 

need to have priority outcomes, so that 

you can deliver the services that are 

important to constituents and you can 

monitor departments in order to deliver 

services according to their expectations.

2
How will open data evolve in your 
city? We fi nd open data gives us 

great opportunities to not only make 

Ted Ross
CIO, Los Angeles

FOUR QUESTIONS

Ted Ross was named permanent general manager of the Los Angeles Information 

Technology Agency in July 2015, after filling the post for several months in an interim capacity. 

He spent three years as assistant general manager, where he led efforts to create a city open 

data portal. Ross talked to Government Technology about how Los Angeles uses data today 

and how those efforts will evolve in the future. 

we’re targeting zero traffi  c deaths by 2025. 

It’s an ambitious goal, but truly it’s about the 

use of data to improve and save the lives of 

our citizens.

3
What’s the signifi cance of basing 
that initiative on open data? We 

see open data as not just creating 

a platform for others to consume it, but as 

a way to start a conversation. We see it 

as a way to engage the public. If we can 

partner with the great talent in our univer-

sities, in our nonprofi ts and in the private 

sector, we can put data out there and 

allow them to identify open data initia-

tives and deep-dive analytics projects. 

So we don’t just see it as making 

data available, we see it as opening up a 

discourse and once those conversations 

start to happen, you start to do deeper 

dives and glean interesting information 

and insights, and it starts to feed on itself.

4
Where will open data/analytics go 
in the future? We live in an era of 

the Internet of Things. There are 6 

zettabytes of data in the world and it’s dou-

bling every two or three years, which means 

a whole host of information is available. If 

you can harness that data wave, then you 

can start to leverage it to create real insight 

and real information. So from our perspec-

tive, we see tremendous opportunities with 

sensors in the streets, with traffi  c informa-

tion — with real-time information on all sorts 

of city services. If we can leverage it to get 

a better insight, we’ll be more effi  cient and 

we can deliver a more eff ective service for 

the citizens and businesses of Los Angeles. 

Technology is hitting us from multiple 

diff erent areas. It’s making systems avail-

able out in the fi eld; it’s creating social 

networks, which are changing how people 

engage each other; and it’s giving us a mas-

sive volume of data. If we can analyze that 

data intelligently, we can get insight and 

create action off  that insight. If not, we’re 

just fl ying blind — and you can’t run a city 

of almost 4 million people fl ying blind. 

— Steve Towns, Editor

our government more transparent, but to 

also leverage economic development for 

startups and businesses, and to open up 

partnerships with nonprofi ts and universi-

ties. It’s not just about making data avail-

able; it’s leveraging data in key ways.

For example, we created a partnership be-

tween my IT agency, Los Angeles Department 

of Transportation, Los Angeles Police Depart-

ment, the Mayor’s Offi  ce and the University of 

Southern California to use open data around 

traffi  c and cyclist collisions to get a better un-

derstanding of where those are happening and, 

where possible, identify preventive measures.

We’re using this data analytics project 

to support our Vision Zero initiative, where 

12       October/November 2015  //  www.govtech.com
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ARE YOUR DATA
SOLUTIONS A PUBLIC
DISSERVICE?
New digitization mandates. Sensors. 

Video surveillance. The proliferation of 

devices. Big data is putting a big strain 

on government agencies everywhere. 

Comcast Business off ers robust data 

services, through a far-reaching 

Ethernet network, that provide the 

security, scalability and performance 

that governments need to power 

today’s initiatives.

Visit business.comcast.com/government 
or call 866-429-2241.
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Rapid prototyping helps 
Las Vegas decide which smart 
technologies deliver value, says 
former CIO Joe Marcella.

14       October/November 2015 //  www.govtech.com

LEADERS OF FIVE MAJOR PROJECTS TALK ABOUT      H
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LAS VEGAS
The “ready, fi re, aim” approach

  WHAT THEY HAVE.

As it recovers from the recession, 
Las Vegas is getting double duty from 
its smart infrastructure. The same light 
posts and parking meters that track public 
safety and public works soon will be spit-
ting out coupons for passers-by, said CIO 
Joe Marcella, who retired in August.

The city also combined citizen access 
with public works, planning, building 
and safety functions. Developers can 
enter the system at any point and 
access all needed services, rather than 
bounce from offi  ce to offi  ce. “Every-
thing they want to do is less expensive 
and more expedited,” Marcella said.

Some ideas fell off  the table. Commu-
nitywide wireless? Not worth it. Everyone 
has a phone — who uses a tablet walking 
down the street? And the casinos charge 
for Wi-Fi, so why step on their toes? 
Likewise, vendors have proved of little 
use. One company did an extensive 
survey of city services and came up 
with only one possible improvement: 
an upgrade in the parking ticket system, 
which the city was already pursuing.

  HOW THEY GOT HERE.

To prioritize these smart city invest-
ments, the IT team turned to rapid 
prototyping. With a handful of ideas on 
the table, they started cranking out light 
versions of possible solutions — quick 
pilots requiring little investment. Marcella 
calls it a “ready, fi re, aim” approach. Try it 
and if it doesn’t work, move on. This tactic 
gave him a quick, rough read on feasibility. 

“No idea is a bad idea. Every one of 
them deserves to be vetted, and some of 
them deserve to be tried. We are not afraid 
to make those kinds of mistakes,” he said.

In one famous example from industry, 
Rolls-Royce spent millions of dollars 
and many years ensuring its aircraft 
engines would continue running even 
if a chicken got sucked into them. 
Rapid prototyping can pick a winner 
quicker and cheaper. “Get your chicken 
test done early,” Marcella said.

www.govtech.com  // October/November 2015         15      

BETTING 
ON SMART 
CITIES

By Adam Stone
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he list is virtually boundless. When 

one looks at all the elements that may 

go into making up a smart city, it’s a 

smorgasbord of possibilities. Energy 

metering, neighborhood revitalization, sustain-

ability, waste management, intelligent parking 

meters — from major projects to minor 

tweaks, it can be hard to know where to begin.

That’s just the point: Where to begin? For 

technologists looking to move in the direction 

of smarter cities, which of the many possibili-

ties ought to percolate up to the top of the 

list? Moreover, how do you make the call? By 

what criteria will a savvy planner decide which 

smart components should be tackled fi rst?

While Toronto CIO Rob Meikle is thrilled 

to have such a broad range of smart choices 

emerging from the IT community, he’s also 

tentative. “If you are not careful, you can be 

chasing a whole lot of things and not neces-

sarily be getting the outcomes and the value 

you were hoping to achieve,” he said.

We asked tech leaders in fi ve major 

cities: What smart components do you have, 

and how did you make those choices?

T      HOW TO MAKE INVESTMENTS COUNT. 
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ALBUQUERQUE, N.M.
Looking for maximum impact

 WHAT THEY HAVE.

CIO Peter Ambs is thinking big and small. 
In the grand scheme, he’s smartening up 
the permitting application process in the 
city’s planning department. As in many 
cities, permitting in Albuquerque has 
been something of a baroque endeavor.

Now things are changing with the 
creation of a self-service process, due to 
go live this fall.

At the same time, Ambs is working on 
parking awareness: specifi cally sensors 
that identify open spots. A limited rollout 
stalled as planners discovered their eff orts 
to redirect drivers to available meters 
didn’t generate any added revenue. Now 
they’re tweaking the plan, spending 
$50,000 to track open spaces in parking 
garages, where availability is more limited. 
It’s a big service for disabled drivers.

“We want to try to pilot things and 
see if they work or not, to see what the 
value is, and then if we do see some 
value we can take it to the next step,” 
said Brian Osterloh, associate CIO. 

 HOW THEY GOT HERE.

Smart choices begin with elected offi  -
cials. “What do the mayor and council 
want to see? What aligns with the mayor’s 
goals?” Ambs said. “The mayor may 
not say, ‘We want smart meters.’ But he 
may say he wants technology to make 
government more effi  cient and he wants 
technology to improve the way govern-
ment interacts with the community. It’s 
not scripted, but it is defi nitely clear.”

With this in mind, the tech team 
begins to look at what is possible. 
“The fi rst thing we do is sit down and 
educate ourselves. We look at what is 
out there, we see what is in the market, 
we talk to others around the country.”

Then the IT shop loops back to the 
mayor with proposals, a concept report 

that sparks a dialog as to the possibili-
ties. Those conversations continue into 
the departments. “In the beginning it 
is a fairly broad discussion, us going 
out to talk to them about what their 
goals are and how we might be able 
to assist. That is the main point: That 
we are there to assist,” Ambs said.

Before moving ahead, technology 
planners will ditch the losers. Someone 
proposed smart fi re hydrants to help 
speed snow cleaning in a city that gets 
less than a foot of snow a year. “So this 
thing you are looking at, does it make 
sense for you?” he said. “I hope we don’t 
ever come up with a solution that only 
allows somebody to report a lost dog. If it 
is so focused in nature, we are probably 
doing a disservice to the community.”

NO IDEA IS A BAD IDEA. EVERY ONE OF  T
DESERVES TO BE VETTED, AND SOME OF 
THEM DESERVE TO BE TRIED. WE ARE N
AFRAID TO MAKE THOSE KINDS OF MIS TA

Sensors are coming to parking garages in Albuquerque.

B E T T I N G  O N  S M A R T  C I T I E S
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F  THEM 
F 
E NOT 
IS TAKES.

NEW YORK CITY
Technology for the people

 WHAT THEY HAVE.

Tech planners in the Big Apple are trying to 
close the digital divide, said CTO Minerva 
Tantoco. Twenty-two percent of city house-
holds don’t have Internet, and the city is 
aiming to provide aff ordable or free home 
Internet to all by 2025. Another project, 
LinkNYC, will off er citywide Wi-Fi. It’s 
free to taxpayers, with digital advertising 
picking up the tab. In fact, planners say it 
will generate more than $500 million in 
revenue for the city over the next 12 years.

New York City also is helping to 
smarten up the privately developed, $20 
billion Hudson Yards commercial and 
residential area. Smart tech will digi-
tally track environmental and lifestyle 
factors such as traffi  c, energy consump-
tion and air quality. Underground pneu-
matic tubes will whisk away trash.

Other projects will aim to reduce 
greenhouse gases, cut down on garbage 
and save water through replacement of 
conventional water meters. Smart traffi  c 
lights will speed buses on their routes.

 HOW THEY GOT HERE.

As city IT planners ponder the multi-
tude of smart city options laid out before 
them, their fi rst concern is that bene-
fi ts should apply to all. The citywide 
Internet plan is a prime example: Equi-
table gain is a driving principle, Tantoco 
said. “This is a good technology. Now 
let’s make sure it works for everyone.”

Smart upgrades have to address a 
tangible good; they must deliver some-
thing that makes life more livable. There 
are any number of truly mind-blowing 
smart tools out there in the marketplace, 
but that’s not the point. “It’s about tech-
nology for the people, as opposed to tech-
nology for technology’s sake,” she said.

Another factor that can boost a project 
up the list — or drop it off  the roster 
— has to do with control. The city was 
approached by a vendor off ering street 
sensors, a nifty and practical product. 
But the vendor wanted to own the data, 
and the city had to walk away. Privacy 
issues seemed to loom, and in any case, 

Smart technology 
will track traffi  c 
and other factors 
in New York’s 
Hudson Yards.
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there was the principle of the thing. It 
made no sense for New York City to 
barter away a potentially valuable asset.

Finally there is the principle of multiple 
benefi ts. Take the bus-friendly traffi  c lights. 
The city’s smart goals include reducing green-
house emissions, generating economic impact 
and making life more pleasant for residents. 
An investment in traffi  c management fulfi lled 
all three criteria, making it money well spent.

ATLANTA
First things fi rst — fi ber

 WHAT THEY HAVE.

In Atlanta these days it’s all about the infra-
structure. For CIO Samir Saini, the fi rst 
move toward smart city status is the deploy-
ment of a robust municipal fi ber network.

The fi ber itself isn’t the smart part, 
but rather the means to an end. When 
the council and mayor declared the city 

needed to massively upgrade its traffi  c 
signals in response to traffi  c snarls of 
legendary proportions, the fi rst ques-
tion the technologists asked was: How?

The answer began with fi ber, a neces-
sary fi rst step for all smart advances. What 
else will it support? No one knows yet, 
but Saini is making sure the infrastructure 
will be there for whatever comes next. “If 
you are going to dig and lay fi ber, you are 
obligated to think about all your smart city 
needs, whether they exist today or not, 
because you don’t want to dig again,” he 
said. While the cost of the fi ber network is 
still being worked out, a $250 million city 
infrastructure bond will help make it real.

 HOW THEY GOT HERE.

As the CIO looks to organize smart 
projects, he’s driven by “urgent need” 
as it percolates up from the citi-
zenry and is eventually expressed 
by the council and the mayor. How 
does that landscape look today?

Public safety is a priority. “There’s 
a growing need for our police depart-
ment to deploy surveillance cameras, 
especially in high-crime zones,” along 
with license plate readers and other 
HD-resolution sensors, Saini said.

Cost savings also rank high. Today 
many civic buildings lease broadband 
from various providers. Smart use of 
fi ber could demolish that expense.

Urgent need may cover a lot of ground. 
“We have aging pipes, so do we want to 
put sensors on the water network? Do we 
want to look at smart lighting on these 
thousands of poles across the city? Do we 
switch these regular lights to LED, which 
in itself would reduce cost, and do we want 
to have some capability to control those 
lights through software solutions?” he said.

In the big picture, elected offi  cials, 
expressing the public sentiment, will guide 
these choices. “Ultimately everything 
needs to tie back to the mayor’s priorities, 
otherwise why are we doing it?” Saini said. 

Samir Saini says 
Atlanta’s smart 
city eff orts start 
with connectivity.
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TORONTO
Clear purpose, tangible benefi ts

 WHAT THEY HAVE.

The revitalization of Waterfront Toronto 
is not just a rehab project. It’s a once-
in-a-lifetime, wipe-the-slate-clean 
opportunity, said CIO Rob Meikle.
A new face for this 2,000-acre plot of 
defunct industrial land will cost $1.5 billion 
in equal thirds from the city, the prov-
ince and the national government. Over 
the next 25 years, that money will help to 
pay for 40,000 homes, almost 800 acres of 
open and park space, and business uses.

Open-access high-speed broadband will 
serve residential and business interests, while 
a 350,000-square-foot, public-private innova-
tion center will support aspiring businesses. It 
is predicted to attract some 2,000 workers.

At the same time, the city’s IT leaders have 
been working on behalf of a very diff erent 
segment of the population with the intro-
duction of the City Services Benefi t Card. 
Some 100,000 residents receive a social 
fi nancial subsidy, and many of them cash 
their checks at service providers where 
they may pay up to a 20 percent surcharge. 
The smart benefi ts card works like a debit 
card, giving recipients a sense of social 
inclusion, saving them the check cashing 

fees and saving the city $1 million a year 
in expenses related to cutting checks.

 HOW THEY GOT HERE.

Meikle’s fi rst step in prioritizing his smart 
projects has been to formalize goals. In 
a sense his ambitions are obvious: Make 
Toronto a better place to live, work and 
play. Make it more competitive. Drive 
economic prosperity and encourage 
sustainability. No big surprises there, 
“but we do need to spell out that purpose. 
Otherwise what are we doing? If the 
purpose is unknown, deviation is inevitable; 

abuse is inevitable,” he said. Last year 
the IT shop created a formal model for 
smart improvements, and a subcommittee 
of the council signed off  on it.

Beyond the broad ambition, the plan 
also calls for more specifi c benchmarks 
in judging potential projects. “We look at 
time to market and speed to implement. If 
there is something you can do but it takes 10 
years, we want to drive value sooner rather 
than later,” Meikle said. Another litmus 
test: Does it deliver? “If we implement 
this particular initiative, what will be the 
tangible outcomes and benefi ts for the city?”

www.govtech.com  //  October/November 2015         19      

Just as there are a large number of 
possible smart projects to pursue, there 
is also a variety of ways to prioritize 
one’s choices: Follow the mayor’s lead. 
Stick to what is technologically achiev-
able. Base your choice on the broadest 
possible good among the citizens. The 
point, perhaps, is to make a plan and stick 
to it. Defi ne priorities and make them 
guiding stars, shedding light on the still-
emerging landscape of smart cities.  

Smart technology 
will help transform 
Toronto’s waterfront.
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“WE HAVE AGING PIPES, SO DO WE WANT TO PUT SENSORS 
ON THE WATER NETWORK? DO WE WANT TO LOOK AT SMART 
LIGHTING ON THESE THOUSANDS OF POLES ACROSS THE CITY?” 
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Urban.us founder Shaun 
Abrahamson says smart city 
technology contributes to a 
better quality of life.
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STARTUPS ARE TRANSFORMING THE WORLD OF 
SMART CITIES, AND THEY DON’T ALWAYS NEED 
GOVERNMENT TO GET THERE. BY JASON SHUEH

TINKERING 
TOWARD 
UTOPIA
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Veniam answers the question of how to provide free Wi-Fi 
service across an entire city. The platform does this by turning 
fl eets of city vehicles like garbage trucks and buses into 
Wi-Fi hot spots. Vehicles grab a Wi-Fi signal attached to 
infrastructure around a city and then relay that signal to 
disperse Wi-Fi to the public.

Founders: João Barros, Susana Sargento, 
Roy Russell, Robin Chase 
Headquarters: Mountain View, Calif.
Funding: $4.9 million
Founded: 2012
www.veniam.com

Remember the 1990s visions of the 
future? Those fi rst incantations of the 
sweeping “smart city,” so technologically 
utopian and Tomorrowland-ish in design? 
The concept and solutions were pitched 
by tech titans like IBM and Cisco, cost 
obscene amounts of money, and promised 
equally outlandish levels of innovation.

It was a drive to spark a new industry 
that infused cities with data, analytics, 
sensors and clean energy. Two-and-a-half 
decades later, the smart city market has 
evolved. Its solutions are more pragmatic 
and its benefi ts more potent. Evidence 
brims in Singapore, where offi  cials boast 
that they can predict traffi  c congestion an 
hour in advance with 90 percent accu-
racy. Similarly, Chicago has embraced 
analytics to estimate rodent infestations 
and prioritize restaurant inspections. 
These of course are a couple of stand-
outs, but as many know, the movement 
is highly diverse and runs its fi ngers 
through cities and across continents. 

And yet what’s not as well known is 
what’s happened in the last few years. 
The industry appears to be undergoing 
another metamorphosis, one that takes 
the ingenuity inspired by its begin-
nings and reimagines it with the help 
of do-it-yourself entrepreneurs.

HOMEGROWN REMEDIES

Yes, startups have found their way into 
the smart city stream. Author Anthony 
Townsend captured a glimpse of the 
shift in his 2013 book Smart Cities.

“Unlike the mainframes of IBM’s 
heyday, computing is no longer in the 
hands of big companies and governments,” 
Townsend writes. “All over the world, a 
motley assortment of activists, entrepre-
neurs and civic hackers are tinkering their 
ways toward a diff erent kind of utopia.”

That push has mobilized entrepre-
neurs who’ve taken today’s technology 
— easier to manage and cheaply avail-
able — and fastened it to an assembly of 
government infrastructure. Townsend 
lists the smartphone, the cloud, low-cost 
broadband, open data and open-source 
technologies as the prominent enablers. 
Like its gadgetry, the defi nition of smart 
city tech has also undergone change.

T I N K E R I N G  T O W A R D  U T O P I A
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Rachio aims to simplify intelligent water 
use with its smart irrigation controller that 
users can control from a smartphone or 
computer, thereby optimizing water use 
and lowering water bills. According to the 
company, it’s the fi rst app-based sprinkler 
controller to be accepted into the EPA’s 
WaterSense program. 

Founders: Franz Garsombke, 
Chris Klein, Matt Reisman
Funding: $3.4 million
Founded: 2012
Headquarters: Denver
www.rachio.com

MuniRent is an online reservation platform that enables public agencies 
to share heavy-duty equipment that sits idle for long stretches of time, both 
internally and with external agencies. The service, which also tracks reim-
bursements between sharing agencies, saves money that would otherwise 
go toward equipment rental and encourages more effi  cient operations. 

Founder: Alan Mond, Julien Vanier
Funding: $25,000 (Code for America Accelerator)
Founded: 2014
Headquarters: Ann Arbor, Mich., and Oakland, Calif.
www.munirent.co

Ohmconnect is an app that pays consumers for thrifty energy 
practices. The startup works with energy utility providers to pay 
consumers cash for conserving energy during peak usage hours. 
Citizens can see where their energy comes from, track their usage 
and even connect smart devices to automate energy savings.  

Founders: Matt Duesterberg, Curtis Tongue
Funding: Undisclosed
Founded: 2013
Headquarters: San Francisco
www.ohmconnect.com
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Shaun Abrahamson, founder of the 
smart city startup investment group 
Urban.us, is a thought leader in the new 
ideology. His defi nition, which parallels 
Townsend’s, includes traits characteristic 
of industries like civic tech, govtech, the 
Internet of Things (IoT) and the peer-to-
peer sharing economy. Sheer growth has 
impelled an escape from the yesteryear 
brochures promoting big data and sensors. 

Asked for a defi nition, Abrahamson 
centered his interpretation on tech that 
enhances quality of life. With the possible 
exceptions of health care, fi nance and 
education — systems large enough to 
merit their own categories —  Abra-
hamson explains smart cities by high-
lighting investment areas at Urban.us. 
Specifi c areas are packaged as follows:

MOBILITY AND LOGISTICS: How 
cities move people and things 
to, from and within cities.
BUILT ENVIRONMENT: The 
public and private spaces in 
which citizens work and live.
UTILITIES: Critical resources 
including water, waste and energy.
SERVICE DELIVERY: How local 
governments provide services ranging 
from public works to law enforcement.

“What seems to be unique about our 
perspective is that we don’t only focus 
on what is sold to local government, 
but also products and services off ered 
to businesses and consumers,” Abraham-
son said.

Elaborating, he held up the issues of 
climate change and greenhouse gas emis-
sions as examples. Cities can attempt to 
make signifi cant dents with policy. They 
can regulate transportation emissions 
and control HVAC effi  ciency in buildings. 
However, sizable breakthroughs often 
come from businesses and citizens. Essen-
tially the idea he underscores is that those 
who consume the most control the most. 
One example of the concept in green-
house gas emissions would be transpor-
tation network companies like Lyft and 
Uber. Atypical of the smart city branding, 
these companies nevertheless stand at 
a point of impact. By taking cars off  the 

roads, their tech may have greater eff ect 
on emissions than the hallmark energy 
regulating sensors or big data solutions.

“Their actions have a larger overall 
eff ect on improving city life. So we think it’s 
essential to include products sold to busi-
nesses and consumers,” Abrahamson said.

Within his amplifi ed defi nition, 
Abrahamson said former startups to 
fi rst break into the smart city move-
ment were successes like Uber, Palantir, 
Nest, Waze, Opower and the neighbor-
hood social media provider Nextdoor.

THE STARTUPS

There probably hasn’t been a better 
visual for the scene since the most recent 
Smart City Startup Summit last spring. 
Under the Miami sun,  Urban.us drew a 
mishmash of 100 promising startups to the 
city’s Wynwood Art District for discourse 
and demos. Notable investors like Google 

Ventures, Omidyar Network and BMW 
i Ventures were out to scout prospects, 
all while crowds swarmed and startups 
coaxed with business cards and brochures. 
It was a pleasant pandemonium, with 
tech ranging from benches that double as 
charging stations and smart-grid-connected 
fi ltered water stations to transit mapping 
apps and video traffi  c analytics tools.

At a booth of his own stood Curtis 
Tongue, co-founder of Ohmconnect, a 
company launched in 2013 that partners 
with utilities and energy markets to award 
cash to energy-conscious consumers. Like 
so many of the startups that day, Ohmcon-
nect arrived to pitch its niche off erings. 
Tongue and co-founder Matt Duester-
berg showcased an app that allows utility 
providers to reduce dependence on what 
energy afi cionados call “peaker plants,” 
dirty and expensive reserve power plants 
that utility providers jump to during 

24       October/November 2015  //  www.govtech.com

T I N K E R I N G  T O W A R D  U T O P I A

The team at Ohmconnect (from left: Co-Founder Curtis Tongue, Senior Engineer 
Max Dunn, Energy Market Specialist John Anderson, and Co-Founder and CEO 
Matt Duesterberg) rewards consumers for energy-conscious practices.
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will rocket from its $8.8 billion annual 
valuation in 2014 to $27.5 billion by 2023.

Population is a chief contributor to the 
growth. Townsend’s research indicates that 
in 2009, city populations offi  cially eclipsed 
their rural counterparts. The milestone 
marks the advent of a new era in urban-
ization, with city populations forecast to 
increase from 3.5 billion today to 6.5 billion 
people in 2050 and 10 billion by 2100.

In comparative terms, what this looks 
like in developing nations — where most of 
the infl ux is happening — is construction 
of a Chicago-sized city each year in India, 
and in China, offi  cials calculate building 
20 new cities yearly through 2020 just 
to accommodate rural migrants, tallied 
at about 12 million per year. Technology, 
Townsend said, is where governments go 
to and what big tech companies see as an 
Industrial Revolution-sized opportunity. 

In the rush, smart city startups aren’t typi-
cally viewed as competition disruptors. Abra-
hamson doubts any shakeup of top sellers. 
Rather, startups, he said, are more likely to see 
investment from the corporate world or other 
mutually benefi cial partnerships. Currently 
Navigant identifi es the top fi ve vendors 
in the space as IBM, followed by Cisco, 
Schneider Electric, Siemens and Microsoft.

“Most of the largest IT fi rms interested 
in smart cities have a variety of mechanisms 
to partner with and invest in startups,” 
Abrahamson said. “This usually means 
Series B or C Stage funding — and that’s 
after these companies are a few years old 
and have signifi cant customer traction.”

What’s been diff erent in the last few 
years is a trend of early interest by big tech 
companies and venture fi rms. Abrahamson 
has noticed prospecting venture fi rms taking 
interest in startups as early as a Series A 
funding round or during seed funding. 

“More often this is about investment 
[analysis] and gaining an earlier under-
standing of emerging trends and key 
players.” Abrahamson said. “I expect we 
will see more distribution partnerships as 
well as mergers and acquisitions activity as 
the startup ecosystem becomes an impor-
tant part of the product pipeline for some 
of the best-known smart city vendors.” 

jshueh@govtech.com

peak usage periods. Utilities dislike them 
for their exasperating costs that crank 
wholesale prices up from around $40 
per MWh to a sizzling $1,000 per MWh. 
Environmentally the plants are similarly 
ghastly, doubling or tripling the average 
plant’s carbon dioxide emissions.

To solve this problem, the app crunches 
individual consumer data and alerts users 
via text when they’re on dirty power; the 
savings — minus a small commission — is 
then paid back to consumers annually. This 
amounts to about $50 to $150, cash that 
can be kept or donated to charitable causes. 
The service even automates decreased 
usage when coupled with smart ther-
mostats like Nest that adjust remotely.

“The most exciting part is that not only 
are our users making a positive environ-
mental impact, but also they are putting 
the value they’ve generated to positive 
social impacts as well,” Tongue said, noting 
how some groups are on track to raise 
more than $10,000 for local schools.

As with a swath of smart city 
startups, the zeal to mingle entrepre-
neurialism with urban environmen-
talism has required a swivel of strategy. 
Government contracts are too complex 
and slow to command exclusivity and 
this, as Abrahamson observes, turns 
most entrepreneurs to consumers.

Of business models, the fi eld is a rela-
tive Easter egg basket. While Ohmcon-
nect draws revenue through commissions 
from consumers, smart irrigation startup 
Rachio sells irrigation controllers via 
distributors like Amazon and Home 
Depot. Housing retrofi tter BlocPower 
collects earnings from utilities paying for 
energy conservation, and Radiator Labs 
markets its smart radiator thermostats to 
building managers and consumers alike. 

“It’s not clear that there are domi-
nant business models as much as an 
interesting mix of who pays and what 
they pay for,” Abrahamson said.

INVESTMENT AND GROWTH

From green energy to green bills, invest-
ment opportunities are sprouting beyond 
philanthropic causes. A report published in 
February from Navigant Research forecasts 
that the global smart city technology market 

WHO’S INVESTING?

Urban.us Founder Shaun 
Abrahamson says there’s 
no defi ned list of investors in 
the smart city startup space, 
but a few are expressing an 
interest and making a name 
for themselves in the emerging 
fi eld. Here are a few types, 
with examples of their 
startup investments.

General Venture Capitalists
a16z (Andreessen Horowitz)
Invested in: Mapillary and Moovit

Specialty Venture Capitalists
Fontinalis Partners
Invested in: Lyft, ParkMe 
and LocoMobi

Black Coral Capital
Invested in: Digital Lumens, Clean 
Energy Collective and newterra

Govtech Fund
Invested in: AmigoCloud, 
Mark43 and MindMixer

Corporate Venture Capitalists
Google Ventures 
Invested in: Uber, Skycatch 
and Nest

Motorola Solutions Venture 
Capital 
Invested in: CyPhy Works 
and SceneDoc

BMW i Ventures
Invested in: Life360 and 
ChargePoint

Impact/Social Investors
Omidyar Network
Invested in: SeeClickFix and 
NationBuilder

Knight Foundation
Invested in: PublicStuff  and 
Captricity

Kapor Capital
Invested in: Uber, Via and 
BlocPower

1776
Invested in: Radiator Labs and 
Water Lens
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Although broadband Internet service has expanded over 
the past few years, there are still millions of Americans for whom a 
fast connection to the Web remains unavailable or unaff ordable.

In June, the FCC reported that 17 percent of the U.S. 
population — 55 million people — lacks access to advanced 
broadband, which the agency defi nes as providing download 
speeds of 25 megabits per second (Mbps) and upload speeds 
of 3 Mbps. The broadband gap is widest in rural communities, 
where half of Americans can’t get advanced broadband service.

It’s 2015 and too many 
Americans still lack 
broadband Internet service. 
What’s the problem and 
who should fi x it? 

By Colin Wood

The Need   

John Jones 
Senior Vice President of 
Public Policy and Government 
Relations, CenturyLink

Jones has been with 
CenturyLink, the third largest 
U.S. telecom company, for 
21 years. An active member 
of the Technology Council for 
the Louisiana Association of 
Business and Industry, Jones 
also serves on the boards 
of the Louisiana Telecom-
munications Association and 
the Governor’s Workforce 
Investment Council.

Chris Mitchell
Director of the Community 
Broadband Networks 
Initiative, Institute for Local 
Self-Reliance (ILSR)

A leading voice on commu-
nity broadband, Mitchell’s 
advocacy work focuses on 
helping communities hold 
telecommunications 
companies accountable. 
Mitchell runs the website 
MuniNetworks.org 
and maintains a compre-
hensive map of commu-
nity-owned broadband 
networks on the ILSR site.

Doug Brake
Telecommunications Policy 
Analyst, Information Technology 
& Innovation Foundation

Brake specializes in 
spectrum-sharing 
mechanisms, wireless 
enforcement and 
broadband policy. Among 
his past work is a stint 
at the FCC helping 
implement the Advanced 
Communications Services 
section of the 21st Century 
Communications and 
Video Accessibility Act.

Michael Mattmiller
Chief Technology Offi  cer, 
Seattle

Holding the position of 
CTO since June 2014, 
Mattmiller is the head of 
the Seattle Department of 
Information Technology 
and its annual budget of 
roughly $42 million. Previ-
ously, he was a technology 
consultant at Microsoft and 
PricewaterhouseCoopers.

Joanne Hovis
Co-founder and CEO,
Coalition for Local 
Internet Choice (CLIC)

Also the president of 
CTC Technology & 
Energy communications 
engineering consultancy, 
Hovis co-founded 
CLIC in May 2014 to 
help empower local 
communities to make 
broadband choices in 
their own interests.
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 for Speed
But this isn’t just a rural issue. Big cities struggle connectivity with too. Los Angeles CIO Ted Ross 

says almost a third of residents in the nation’s second-largest metropolis don’t have broadband 
Internet in their homes. Aff ordability often is an issue. A recent report from the Pew Research Center 
found that high-speed service often is too expensive for lower income families with school-age 
children. About a third of these families don’t have broadband at home, according to the report, 
putting these students at a serious disadvantage.

Given the importance of high-speed Internet access to everything from fi nding jobs and doing 
homework to e-commerce and entertainment, we asked representatives from government, industry 
and nonprofi ts why the broadband equity gap exists and how to fi x it. Here’s what they had to say.

Bernie O’Donnell
Past President, National 
Association of State 
Technology Directors

O’Donnell has spent 25 years 
with the state of Connecticut, 
where he now serves as 
director of the communica-
tions services unit within the 
Department of Administrative 
Services/Bureau of Enterprise 
Systems and Technology. He 
is responsible for statewide 
telecommunications solutions 
and consulting with agencies 
on their specialized needs.

Heather Burnett Gold
 
President and CEO, Fiber to the 
Home (FTTH) Council Americas

At the helm of the nonprofi t 
FTTH since 2011, Burnett 
Gold advances the work of 
companies and organizations 
involved in providing video, 
Internet and/or voice commu-
nications over next-generation 
fi ber networks. She has also 
worked in the telecom industry 
for more than 27 years, most 
recently in external aff airs 
for XO Communications.

Miguel Gamiño
 
Chief Information Offi  cer, City 
and County of San Francisco

Gamiño has offi  cially led San 
Francisco’s technology eff orts 
since December 2014, with an 
annual operating budget of 
more than $87 million. At the 
Department of Technology, 
the four core service areas he 
oversees are operation and 
infrastructure services and 
support, policy and planning 
services, customer support 
services, and media services.

Ric Lumbard
 Executive Director, Iowa 
Communications Network (ICN)

Appointed to his current 
position in September 2014, 
Lumbard has 25 years of 
experience in telecom-
munications, including with 
Raytheon Corporation and 
USWEST Communications. At 
ICN, Lumbard leads eff orts to 
leverage broadband assets 
and partnerships for high-
quality telecom services for 
education, medical, judicial and 
governmental entities in Iowa.

Robert Bell
Executive Director, Intelligent 
Community Forum (ICF)

Bell leads research, analysis 
and content development at 
the ICF, a nonprofi t think tank 
he co-founded focused on 
technology and broadband 
as enablers of economic 
development. Among his 
activities while at the ICF 
are the annual Intelligent 
Communities Awards program 
and economic development 
missions to cities around the 
United States and Asia.
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Joanne Hovis 
This is a national responsibility. 

As a nation, in 1934, we decided through 
the Communications Act that all Ameri-
cans should have access to a basic level 
of telecommunications service because 
it was critical to function and thrive. And 
the same is true in 2015 with respect to 
advanced broadband. For this reason, 
this is a responsibility that is held by all 
players and should be achievable given 
the extraordinary amount of support 
provided to commercial carriers through 
the federal Universal Service Fund.

Doug Brake
It’s ultimately the government’s 

responsibility to ensure that there’s fair, 
equitable availability of broadband to the 
entire country. That being said, it’s clear 
that the private sector plays a predomi-
nant role in providing broadband in our 
country. So I think the private sector and 
the government should work together to 
fi nd ways in which we can make sure that 
everyone is getting aff ordable broadband.

John Jones 
In today’s environment, it’s a collec-

tive eff ort, depending on the market. In 
many cases, the incumbent broadband 
provider may only have 30 percent of a 
market that they don’t serve, mainly due 
to regulation. On the other hand, you have 
some extremely rural markets. That to me 
is a diff erent conversation because then 
you start talking about constructive and 
effi  cient ways to get broadband there that 
benefi ts the greater good. It is market-
driven fi rst. Some communities know what 
they want, and they have a business plan,  
goal and objective for where they want to 
go with it. We have much more construc-
tive conversations with those communities. 
Others just say “we have to have a gig” but 
they don’t really know what that means.

Chris Mitchell 
Government, specifi cally local 

government. As this is an infrastructure, 
infrastructures are historically either 
heavily regulated or owned by the public 
directly. In the current climate, I think 
the best results are when the public 
owns broadband infrastructure and has 
some level of direct control over it.

Ric Lumbard 
In Iowa, we break everything up by 

six sectors: government, education, public 
safety, health care, residential and business. 
Private sector takes the lead in residen-
tial and business. We try to fi nd ways to 
partner with them in those endeavors. We 
view the Iowa Communications Network 
as the primary provider in government, 
education, public safety and health care. 
We drive that and then we contract with 
the private sector to help us with that. I 
don’t think the public sector needs to be 
the driver in residential broadband.

Bernie O’Donnell 
I think ensuring equity in 

broadband is where government at all 
levels can perform a vital role. Govern-
ment’s role is to create the environment 

that fosters innovation and progressive 
service off erings and accessibility to 
all citizens and businesses. Technology 
use has moved from supporting enter-
tainment services to more of a required 
basic means of communication. Access 
to high-speed networking certainly has 
a dramatic impact on education and 
economic development. Citizen engage-
ment in government activities and having 
that reliable broadband infrastructure 
is just as important for business as is 
a safe and reliable transportation system.

Miguel Gamiño 
I think it’s a collective responsi-

bility. The private sector certainly plays a 
role, because it has a large existing customer 
base, as well as extensive knowledge, experi-
ence and capacity. The public side of things 
has a responsibility to make sure that what 
happens going forward strongly represents 
the equity priorities of the community and 
that we make sure that voices are heard in 
an equitable and fair manner and that the 
outcomes are good for the full constituency.

Michael Mattmiller 
It’s a joint eff ort. There has to be 

a partnership. Within government, we 
can identify the need and convene, but 
we recognize that we don’t have all of the 
expertise or resources to build out Internet 
at scale. So we need private interests, we 
need community members and we need 
the convening power of government.

Heather Burnett Gold 
It’s everyone’s responsibility and 

that starts with the federal government 
implementing rules that make it easier for 
new entrants to have access, rationalize pole 
attachment rules and ensure that federal 
rights of way are open. I think it’s a state 
responsibility to ensure they don’t have 
any laws that inhibit fi ber deployment or 
that prevent creative entry mechanisms, 
and that could be the community itself. 
It’s a community responsibility to ensure 
they’re not looking to broadband deploy-
ment as a goose that lays a golden egg, 
and that they’re seeing this is an invest-
ment they need to make in their citizens.

1Whose responsibility is it to 
ensure every American has 

access to broadband Internet?

“Government’s 
role is to create 
the environment 
that fosters 
innovation and 
progressive service 
offerings and 
accessibility to 
all citizens and 
businesses. 
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John Jones 
From a provider standpoint it’s 

going to be cost. Most markets we serve 
already have some form of broadband and 
it varies from 1.5 all the way up to a gigabit. 
So what’s left in our footprint anyway 
are the most uneconomical markets.

Chris Mitchell 
State law might be the biggest 

barrier in some areas, but for the average 
community, it is intimidation. It’s a fear 
of going into competition or investing in 
competition against a rival that is much 
more powerful in the market. Local govern-
ment offi  cials are afraid of the incumbents 
undercutting public investments with preda-
tory pricing and thereby making it appear 
that the public investment is a failure.

Doug Brake
It’s often issues around whether 

people think broadband is relevant to 
their lives. Cost is a factor to some degree. 
There have been some interesting studies 
showing that a surprising number of 
survey respondents say they’re not inter-
ested in taking a broadband product at 
any price, even if it was off ered for free.

Michael Mattmiller 
If I had to pick one, I’d say it’s 

capital. And by that I mean, here in 
Seattle, we would love to be in a posi-
tion where we can provide consistent 
gigabit broadband to everyone, even if 

that meant building it ourselves. But it 
is an expensive proposition just to serve 
even a subsection of our community.

Heather Burnett Gold
The biggest challenge is getting 

this entire system to move in the same 
direction. In other words, there needs 
to be some sort of education campaign 
that says that everyone has a responsi-
bility and has a role to play in making 
this investment available to all citizens.

Bernie O’Donnell 
The biggest barrier to the end user 

is cost, whether to get the adequate band-
width or to reach all the income levels, or 
to reach more rural or remote areas. The 
industry tends to bundle data transport with 
entertainment that’s riding the network. 
If we continue to look at broadband as a 
vehicle to deliver entertainment, like cable 
or consumer Internet, we’re missing the 
real opportunity in the value of the data. 
There’s a lot of duplication of infrastruc-
ture being put out by telecom companies, 
cable companies and even power compa-
nies. Duplicating each other’s eff orts in 
putting in this infrastructure [is wasteful].

Robert Bell
When you interview the 

people who are not online, they tell 
you it costs too much, they don’t have 
the computer equipment or there’s 
nothing on there that interests them. 

The issue of relevance always interests 
me because, of course, how do you know 
there’s nothing relevant to you if you’ve 
never been online? But essentially what 
you’re talking about is people have to 
see this as fundamental to their lives. 

Miguel Gamiño 
I think that the core infrastructure 

and how it’s organized, meaning there’s a lot 
of private-sector infrastructure and there’s a 
lot of public-sector infrastructure that exists. 
A model that helps us better coordinate those 
assets and also the public sector’s own invest-
ments in those infrastructures in the rights 
of way is not an obstacle or challenge, but a 
big work eff ort that really needs to happen 
to help drive the rest of the conversation.

Joanne Hovis 
Because of the high capital costs 

necessary to build broadband networks, it is 
challenging to build a business case for rural 
broadband, and private-sector investment 
dollars tend to go to places where return 
on investment is greater, both in urban and 
rural markets. A handful of companies enjoy 
monopoly or duopoly status in those markets, 
and the benefi ts of new investment, competi-
tion and competitive pricing don’t emerge.

Ric Lumbard 
Capitalization and partnership. 

Where does the capital sit to develop this? 
Should it come from grants? Should it come 
from federal programs or state programs? 
And where is this capitalization that happens 
in the course of doing business? And I think 
each area of the nation has demonstrated 
that it can be done multiple diff erent ways.

2 What is the biggest barrier 
impeding broadband access?

Fastest Average Connection Speeds, U.S.  Second Quarter, 2015

19 Mbps 16.7 Mbps 15.3 Mbps 15.2 Mbps 15.2 Mbps 14.7 Mbps 14.5 Mbps 14.1 Mbps 14.1 Mbps 14.0 Mbps

SOURCE: THE STATE OF THE INTERNET, SECOND QUARTER 2015, AKAMAI 

District of 
Columbia

Delaware Massachusetts Washington Maryland New Jersey Virginia New YorkUtah Rhode Island
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Barriers to Broadband 
Despite an FCC decision earlier this year that allowed expansion of existing local broadband networks in Wilson, N.C., and 

Chattanooga, Tenn., 19 states currently have major hurdles in place to the development of locally run broadband networks. As 
reported by Government Technology at the time of the decision, however, FCC commissioners did seem open to entertaining 
other challenges to current state laws. 

“This decision is pro-broadband, this decision is pro-competition,” FCC Chairman Tom Wheeler said. “And this decision is for 
the right of Americans, through their elected local offi  cials, to make their own decision about their broadband future.”

Below are the states that restrict municipal broadband, along with their average connection speed and percentage of 
residents that live in a household with high-speed Internet access.  

Alabama
Alabama imposes a 
variety of restrictions 
on municipalities to 
prevent investment in 
community broadband 
networks. For instance, 
it requires a referendum 
before off ering cable 
services and requires 
each communications 
service (phone, Internet 
access and television), 
to be self-sustaining 
on its own.

Arkansas
Arkansas prohibits 
governments from 
providing local exchange 
services and data, 
broadband, video and 
wireless. An exception 
allows municipalities 
with their own electric 
or cable utilities to off er 
telecommunications 
services but not basic 
exchange services 
(traditionally, telephone 
service).

Colorado
Unless incumbents refuse to provide the 
requested service, municipalities must have 
a referendum in order to off er services.

Florida
Florida imposes taxes uniquely on 
municipal telecommunications services. 
Additionally Florida requires that local 
networks break even within four years.

Louisiana
Cities must create an entirely diff erent entity 
to own and manage the network that cannot 
receive any public money. If a city fails to have 
a referendum, existing ISPs no longer have to 
pay franchise fees to the city for 10 years. Public 
entities also have to pay more taxes than private 
telcos and there are restrictions on advertising.
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10.5 Mbps

68.7 %

11.5 Mbps

 10.1 Mbps

83.0 %

Minnesota
Minnesota requires 
a super majority (65 
percent) referendum 
to own or operate a 
“telephone exchange.”

12.4 Mbps

82.6 %

Nebraska
Nebraska prohibits communities and 
public power companies from providing 
telecommunications services.

11.7 Mbps

78.8 %

12.3 Mbps

78.3 %

Michigan
Michigan requires 
communities to issue an 
RFP for a network and 
only build their own if 
they receive fewer than 
three qualifi ed bids. If 
the community builds 
it, it must adhere to the 
terms of the RFP.

13.6 Mbps

76.3 %

Missouri
Missouri cities 
and counties are 
barred from selling 
telecommunications 
services to the public, 
although “Internet-
type” services are 
exempted.

11.8 Mbps

75.6 %

70.3 %

8.8 Mbps

65.7 %
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Utah
Utah communities must 
satisfy many administrative 
requirements in order to 
build broadband networks. 
Feasibility studies must 
show that the network will 
generate cash fl ow in the 
fi rst year, independent 
of separate services. 
Wholesale-only networks 
are exempted from some 
of the above requirements.

Washington
Public utility districts 
may not provide 
telecommunications 
services directly to 
customers.

14.7 Mbps

83.0 %

Virginia
Municipal electric utilities may off er telecommunications 
services (but not cable television), subject to a variety of 
reporting requirements and other hurdles not required of 
the private sector. Cable services may only be off ered after 
showing that the network will be in the black in the fi rst year.

14.1 Mbps

80.6 %

Nevada
Nevada prohibits cities 
with more than 25,000 
people and counties 
with more than 50,000 
people from off ering 
telecommunications 
services.

 12.4 Mbps

79.4 %

Wisconsin
Communities wishing to provide 
broadband services must meet a 
number of administrative hurdles.

 12.9 Mbps

79.0 %

Pennsylvania
Communities may not provide broadband services unless the local 
telephone company has refused to provide the requested speed, 
regardless of the price it charges.  13.4 Mbps

78.9 %

Texas
Texas prohibits 
municipalities 
and public power 
utilities from off ering 
telecommunications 
services to the public.

83.8 %
 15.2 Mbps

74.6 %

North Carolina
There are 15 specifi c legal hoops cities need to jump through before 
building a network, and “each requirement is structured or worded to 
invite incumbents’ challenges no matter what a city does to comply,” 
according to broadband analyst Craig Settles. Cities are restricted from 
off ering services below costs, even for a short introductory period, as is 
a common practice of incumbents. Cities also have to prove that at least 
50 percent of residents don’t already have broadband.

11.2 Mbps

75.2 %

Tennessee
Tennessee places 
several administrative 
requirements in the way of 
communities that want to 
build broadband networks 
via public power utilities. 
They must complete an 
explicitly detailed process 
not required of private 
providers intending to 
off er similar services.

 12.1 Mbps  12.1 Mbps

72.2 %

South Carolina
South Carolina places 
many restrictions and 
hurdles in the way of 
communities that want 
to invest in their own 
networks. For example, 
they must “impute” costs 
that private entities would 
pay for all costs associated 
with building a network.

10.9 Mbps

71.7 %
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Chris Mitchell 
One way is to change the expecta-

tions. Historically a lot of municipal fi ber 
networks were expected to break even 
fi nancially. And we don’t expect our roads 
to break even fi nancially. We expect our 
roads to enable many indirect benefi ts and 
be the platform for commerce. We should 
increasingly expect the same of open 
fi ber networks that are publicly owned.

Michael Mattmiller 
It’s bringing stakeholders together 

to think about which groups are best suited 
to providing services to close the broadband 
gap. In Seattle, we [are reducing regulatory 
barriers, building public-private partner-
ships]. If, and only if, those fi rst two options 
aren’t successful, we’ll need to understand 
our ability to be a municipal retail provider.

Joanne Hovis 
Federal, state and local policy 

should favor competition and invest-
ments. All federal and state broadband 
and telecom funding mechanisms should 
be open to competition and not restricted 
to incumbent phone companies, as many 
of them still are. State laws that restrict 
the participation of local communities or 
any other entity in deploying broadband 
or off ering broadband services are coun-
terproductive and only serve to reduce 
broadband investments and innovation, 
particularly in rural areas where private 
entities are less interested in investing.

Doug Brake
It’s fundamentally a local problem. 

We need local nonprofi ts because it 
gets down to a level of going door to 
door and talking with people, educating 
them on the importance of what’s 
available online and the advantages of 
broadband. The NTIA has a program 
called the Broadband Adoption Toolkit 

that includes advice and best practices 
for helping people get online.

Miguel Gamiño 
The solution is a lot of times 

going to be something that’s custom fi t to 
that particular community because infra-
structure challenges, community needs 
and demographics are diff erent. I think 
it’s something that requires the commu-
nity to take into account practices from 
others, but I don’t think there’s a template.

Ric Lumbard 
It’s a good idea to value public-private 

partnership. And if we can do that, then we 
can aggregate all our strengths, capital, design 
and vision for an area and come together 
and bring more resources to bear. Competi-
tion is the enemy of partnership. We need 
to be able to trust each other that we’re not 
going to steal each other’s milk and that we’re 
going to bring our resources to bear for the 
benefi t of a powerful broadband state.

Heather Burnett Gold
Here’s a place where the federal 

government can really use its power 
as a bully pulpit to raise awareness, to 
educate consumers, to work with state 
and local government to make them 
aware of the benefi ts of bringing fi ber and 
fair rules in this investment equation. I 
really think a full-scale campaign could 
be handled by the federal government.

John Jones
[Federal programs like] the 

Connect America Fund. That fund is taking 
the existing high-cost Universal Service 
Fund and repurposing it in a way that 
allows providers to vie for that funding 
and get additional money to those areas 
that really just are not cost-effi  cient to 
serve. That’s one thing the government 
is doing that has the potential to bring 
hundreds of thousands of households 
online across the country, depending on 
which providers accept the money.

Bernie O’Donnell 
You can subsidize the costs to end 

users, and that can be done in a way similar 
to the way E-Rate services or universal 
telephone service have been done. In some 
cases, the services could be provided by an 
educational entity, a nonprofi t or govern-
ment, or some partnership of these.

Robert Bell 
At ICF, we are not propo-

nents of every city or county or town 
in the world building its own network. 
We think the private sector, when it’s 
doing what it should be doing, delivers 
magnifi cent, quality service at an aff ord-
able price. But there clearly are gaps 
in the market, holes in coverage and 
what economists call market failures 
— places where the market isn’t doing 
its job because it’s hard for companies 
to make a good business case. [That’s] 
where intervention is required.

T H E  N E E D  F O R  S P E E D

3How can barriers to access be overcome?

“State laws that restrict the participation 
of local communities or any other entity in 
deploying broadband or offering broadband 
services are counterproductive and only serve to 
reduce broadband investments and innovation ...
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Top 10

Bottom 10

58 % 56 % 56 %

63 %

55%

62 %

54 %

34 %

28%

32%

26%

31%

26 %

 31%

26%

 29%

24 %

Delaware

District of 
Columbia

West Virginia

Kentucky

Rhode Island

Virginia

Mississippi

Alaska

New Jersey

New Hampshire

Maine

Iowa

Massachusetts

New York

Hawaii

Arkansas

Maryland

Connecticut

New Mexico

Idaho

The Fast Lane
What follows are the percentages of each state’s residents with Internet speeds above 10 Mbps. 

Delaware

69 %

Rhode Island New Jersey

67 % 65 %
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Fastest Average Global Connection Speeds  Second Quarter, 2015

Ric Lumbard 
We fully feel that Iowa will be 

a connected state, rural and urban, and 
that within the next 10 years, it will be 
as expected as having electrical service. 
You move into a place, you have broad-
band, you have electrical, you have water 
and air. Just how electrical demand rose 
in rural areas, we’re going to see it force 
the infrastructure out into those places.

Joanne Hovis 
The prognosis for the next 10 

years is relatively good, particularly for 
metropolitian areas. Incumbent phone 
and cable companies respond [to compe-
tition] by investing and off ering better 
and more aff ordable services. The key 
question for progress in the next 10 years 
will be how much new investment goes 
into building competitive networks, 
thus stimulating innovation, competi-
tion and new broadband opportunity.

John Jones
As entertainment has become 

more and more a driver of data usage, the 
consumer market is really wanting more 
speeds where they don’t have buff ering and 
pausing, whether they’re watching a movie 
or gaming or whatever. So the demand 

for speed is really a key driver in today’s 
market and that will probably continue to 
increase over time as more and more robust 
applications start riding over the Internet.

Robert Bell 
Not everybody is going to be online 

and not everybody wants to be online, and 
that’s fi ne, but I think in 10 years from now, 
we’ll be pretty close to saturation.

Michael Mattmiller 
The broadband we have today is not 

the same as what we will need in the future. 
I think in 10 years we will be smarter about 
how we evolve our infrastructure to be ready 
for future needs, to be more thoughtful 
about planning, and to have better strate-
gies for helping communities that don’t 
have the access they need to take advantage 
of programs and resources to get online.

Heather Burnett Gold
Ten years from now, I think we will 

have 50 to 75 percent of the country covered. 
I think that that last 25 percent is going to 
be challenging and probably needs to be 
dealt with with federal funding. There’s 
probably no way that those communities 
can make the costs work on their own.

Doug Brake
The FCC is working to develop 

rules to transition the existing Lifeline 
Program. It makes sense for us to have 
a subsidy program to help low-income 
Americans pay for such an important 
service as broadband. I’m confi dent that we 
will see that subsidy become successful.

Chris Mitchell 
I think we can solve this problem in 

10 years, where at the minimum, every child 
who is in school would have a broadband 
connection at home. Some of that might be 
solved by state and federal sources providing 
grants or loans, but a lot of it has to be local 
government-led initiatives. I don’t have any 
faith that the private sector will develop 
an eff ective solution to that problem.

Miguel Gamiño 
Fortunately, I think the demand 

from the public will drive the speed at 
which this stuff  gets developed. In the 
tech space, 10 years is a lifetime. In the 
infrastructure space, 10 years is one plan-
ning period. And I think we’re going to 
see those two things collide and you’re 
going to see the speed of technology push 
the speed of infrastructure investments.

Bernie O’Donnell 
I think progress will be made even 

within a fi ve-year period and certainly 
within the next fi ve to 10 years, we’ll 
make some giants steps forward. 

cwood@govtech.com

4 To what extent will universal 
broadband access be 

accomplished in 10 years?

23.1 Mbps 17.0 Mbps 16.4 Mbps 16.1 Mbps 15.6 Mbps 15.2 Mbps 14.3 Mbps 14.2 Mbps 14.0 Mbps 13.9 Mbps 11.7 Mbps

South Korea Hong Kong Japan Netherlands Norway Latvia Finland Czech Republic United 
States

Sweden Switzerland

SOURCE: THE STATE OF THE INTERNET, SECOND QUARTER 2015, AKAMAI 
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By David Raths /  Contributing Writer

A project led by Portland, Ore., to 
create a shared regional police 
records management system 

that kicked off  way back in 2009 fi nally 
went live in April 2015. Working with 
more than 40 jurisdictions in two states 
on policy and technical issues signifi -
cantly raised the risk and complexity level, 
but project leaders are convinced all the 
eff ort has been worth it — and they are 
starting to reap the benefi ts. 

“We can now share information at a 
much greater level of detail than ever 
before,” said Capt. John Brooks, Port-
land Police Bureau’s liaison for the 
project. In the fi rst month after the 
project went live, it proved its value. 
Thieves were caught in Fairview, Ore., 
trying to use a credit card they had 
recently stolen in Ridgefi eld, Wash. 

“Reducing costs is a key reason to do a 
regional project such as this,” said Jerry 
Schlesinger, the project’s manager for 
the Portland Police Bureau. “But for us, 
one of the main reasons that we want to 
do this is to better connect the dots.”

The Regional Justice Information 
Network (RegJIN), pronounced like 
“region,” involves half of the law enforce-
ment agencies in Oregon and all of the 
law enforcement agencies in Clark 
County, Wash., across the Columbia 
River, including the city of Vancouver. 
RegJIN currently has between 5,000 
and 6,000 total users in 43 agencies, 
generating 50,000 electronic police 
reports a month. It covers a popula-

tion of approximately 2.5 million people 
and an area of 4,419 square miles.

The old records management system 
that RegJIN replaced had quite a few 
ineffi  ciencies and was the last main-
frame system in Portland’s data center. 
Offi  cers used to write reports in an 
electronic system in their cars. Those 
reports would then be printed out 
and handed to records staff ers, who 
would manually enter the informa-
tion into the mainframe. The new 
system has many features previously 
unavailable, Brooks said, such as a 
robust query/browse function. Offi  -
cers can search through all past reports 
for a term such as “red Toyota.”

A Common Platform
Corey Wilks, information systems 

manager in the Portland Police Bureau’s 
Bureau of Technology Services, said 
RegJIN does more than link data 
for police offi  cers in the fi eld. It also 
provides a common platform for jails, 
computer-aided dispatch centers and 
district attorneys’ offi  ces. And it off ers 
standard ticketing, property manage-
ment and mug shot systems.

But if RegJIN is already producing 
results across the Portland metro-
politan region, the project team admits 
that there were plenty of challenges 
along the way. Schlesinger has been 
involved since May 2009. “When I fi rst 
joined, we started with 18 partner agen-
cies and it grew from there,” he said.

The project hit a snag early on. After 
a thorough needs analysis and request 
for proposals, Unisys was chosen as the 
vendor in 2010. But the day after the 
contract was announced, the unit of 
Unisys that developed the software was 
sold to another company. That led city 
councilors and the legal department to 
question the procurement. Eventually the 
department was required to issue another 
RFP. A revised RFP led to a diff erent 
vendor, Versaterm, being chosen in 2013. 

Schlesinger is convinced that one 
reason for the project’s successful launch 
is that every agency, no matter how small, 
had input into decisions. “Portland has 
more than 900 police offi  cers. The next 
largest department has 250,” he said.

Cmdr. Dave King of the Vancouver 
Police Department said, “Portland was 
sensitive to the needs of other agencies. 
That is why they had an implementa-
tion team that involved both sides of 
the river, and large and small agen-
cies, so they heard everyone’s voice.”

All Hands on Deck
When doing the initial needs analysis, 

Schlesinger identifi ed liaisons at each 
partner agency. A 20-member imple-
mentation team was small enough to 
enable effi  cient decisions but large 
enough to get broad-based feedback. 
There are 850 tables in the system that 
must be confi gured. The implementation 
team went through workfl ow scenarios 
and made sure everything worked. 

Connecting 
the Dots
The promise (and pain) of 
building a Regional Justice 
Information Network
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Brooks worked closely with all of the 
participating agencies and their legal 
teams to get the intergovernmental 
agreements signed.

King said the greatest contribution of 
Vancouver and Clark County was that they 
had been on an electronic records manage-
ment system for 16 years, “so we knew 
fi rsthand what the system should do.” As 
in Portland, the system in Clark County 
was aging. “We just kept hanging things 
off  the base system and modifying it, so the 
vendor said it was no longer their system, 
it was ours,” King said. “It was like a truck 
loaded 40 feet tall with stuff  hanging off  
it. We knew it was going to break and 
we weren’t going to be able to fi x it.” 

King said the shared resource also 
was intriguing because the Portland 
metro area is a source of a lot of Vancou-
ver’s criminal activity. “Crooks go across 
the border just like everybody else 
does,” he said. “To have all that infor-
mation was very attractive to us.” 

Complexity of Two-State Solution
But if adding Clark County increased 

the project’s size, it also upped the 
complexity level. The project team 
actually had to build two systems, one 
based on Washington laws and the 
other on Oregon laws, although offi  -
cers can easily search across both.

King called the fact that public informa-
tion requests are handled very diff erently 
in the two states “a potential deal-breaker.”

Laws in Washington are liberal 
regarding public disclosure requests and 
very specifi c as to time frame of informa-
tion release and economic penalties if 
those time frames are not met. That is not 
the case in Oregon. “The concern was that 
Oregon news agencies would fi gure out 

that if Oregon won’t give them a record, 
Washington agencies would have to give 
it to them,” King said. “The language we 
came up with said Oregon records would 
only be released by Oregon agencies.” 

Another factor that had to be worked 
through was how all the agencies were 
going to send and receive data securely, 
given each department’s responsibility 
to comply with federal Criminal Justice 
Information Security (CJIS) requirements. 

“We started reaching out and real-
ized that some agencies were not meeting 
minimum requirements and had limited IT 
resources. Some were trying to use sworn 
offi  cers with no IT background for the 
functional work,” Wilks explained, adding 
that weekly meetings and one-on-one work 
with smaller jurisdictions helped them 
satisfy CJIS and connect to the network.

Portland also helped smaller depart-
ments with mobile hardware purchases. 
Now, most have procured and installed 
new mobile computers in their cars that 
also communicate to the regional network. 

Scope Creep
As the number of departments partici-

pating grew, so did the complexity and 
time frame, Wilks said. “We did extend 
our project by about six months, because 
we brought in Clackamas County. We did 
have a little bit of scope creep because 
each county or agency had a need or a 
want,” he said. That scope creep threat-
ened to raise the cost to the agencies, 
which had agreed to pay a fl at per-offi  cer 
fee to participate, Brooks said. Partners 
initially were given an estimated cost of 
$45 to $75 monthly per sworn offi  cer. 

“With mission creep, it bumped up 
to $60,” said Brooks, “and we wanted 
to hold the line. We want to keep it 

October/November 2015 //  www.govtech.com

reasonable. In the fi rst year, we are 
trying to learn to right-size the costs.”

Another reason they chose to wait 
until April 2015 for the go-live was that 
project leaders realized they did not 
have workfl ows customized for all 43 
agencies. “This is another reason we 
were successful,” Schlesinger said. “We 
came up with three generic confi gura-
tions: large, medium and small police 
department,” he explained. (Portland 
was the only large one.) “We asked 
each agency which one they felt most 
comfortable with and invited them 
for a full-day workshop at which we 
changed all the terminology to match 
their terms and work fl ows,” he said. 

Even organizing the training was a 
considerable project. “We did training 
in nine diff erent cities and ran 24/7 for 
a year,” Wilks said. “We had to walk the 
local IT staff  through how to install and 
maintain the software in the develop-
ment environment, the training envi-
ronment and the live environment.”

Wilks said that eff ort created an amaz-
ingly collaborative environment among 
IT teams. “We had 150 IT staff  from 43 
agencies off ering solutions to help each 
other, lending their time, all at their chiefs’ 
direction,” he said. “Those chiefs saw this 
dynamic environment happening, which 
had never happened before. Someone 
you had never even met from another 
county was coming out to help you.”

Although the system’s strengths and 
weaknesses will have to be evaluated 
over the next few years, the project team 
believes that the level of inter-agency 
communication the implementation 
engendered should open doors to even 
greater cooperation going forward. 

draths@mac.com

08 2009

Project charter 
and governance 
approved

02 2012

Revised RFP released
04 2015

System cutover 
to live production

06 2013

Versaterm contract 
negotiated and approved 
by City Council

03 2010

Needs analysis 
complete and initial 
RFP released

10 2012

Proposals evaluated 
and fi nalist (Versa-
term) selected

07 2013

RegJIN implementation 
kickoff /start date 
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Q: What challenges did the city face 
before it implemented QAlert? 
Sean Clark: Before implementing QAlert, 

submitting and receiving requests was mostly 

a manual, paper-based process. Even though 

some departments had an automated system, 

these systems were siloed, making it diffi  cult for 

employees to share information and communi-

cate across departments. With no centralized 

system, some requests would occasionally slip 

through the cracks or multiple departments 

would be working to solve the same problem. 

These ineffi  ciencies made it diffi  cult for the city 

to meet Mayor Fouts’ goal of responding to 

citizen requests as quickly as possible.

Q: What effi  ciencies has the city 
realized after implementing QAlert? 
Sean Clark: We now have approximately 

400 employees from various departments and 

agencies using the system and can handle over 

37,000 requests and perform nearly 116,000 

activities in a 12-month period. With the click of 

a mouse, city employees can not only see the 

complaint, but can track the activities taken to 

correct it. The various departments can easily 

share information and link diff erent users to a 

particular request so every department involved 

is kept up to speed on its progress. City 

employees are also able to respond quicker to 

requests because they can easily pull up the 

history of a request and see what actions have 

been taken in the past.

Take just one example of how QAlert 

can streamline city operations: After a 

storm, a citizen contacts Mayor Fouts’ offi  ce 

concerning a tree branch that is hanging 

dangerously from a city-owned tree. Admin-

istrators in the mayor’s offi  ce can enter the 

information into QAlert, including the approxi-

mate location of the tree. The request is 

automatically routed to the appropriate public 

works fi eld supervisor and forestry department 

head. A crew is then dispatched to remove the 

branch and — due to the streamlined system — 

the task is completed within just a few hours of 

the citizen’s complaint.

Because of functions such as these, QAlert 

has been more than just a CRM system for 

the city — it also serves as the city’s workfl ow 

management system. 

Q: How have the QAlert mobile apps 
benefi ted employees and citizens?
Sean Clark: Through an app, our inspec-

tors can access QAlert from their iPads and 

generate and update service requests on 

site. For instance, when an anonymous blight 

complaint is submitted, a Department of Prop-

erty Maintenance inspector can use the GPS 

function to easily fi nd the location and then take 

detailed notes, attach photos of the complaint, 

and issue a warning to the property owner — all 

on site. The inspector can then generate an 

automatic follow-up date within the complaint 

that corresponds with the appropriate warning 

issued. If the inspector eventually has to issue 

a ticket to the property owner, he can print the 

QAlert request, which gives a detailed timeline 

of events and photos that can be shown to the 

magistrate when presenting evidence.

Citizens benefi t from an app as well. 

A mobile app allows them to submit requests 

and view city information all from their 

personal devices.

Q: Why did the city choose QAlert 
over other CRM systems?
Sean Clark: The user-friendly features and 

ability to tailor the system to our unique needs 

are what really attracted us to QAlert. For 

instance, we can send certain requests to a 

specifi c inspector, and if that inspector doesn’t 

respond within three days, the system will 

route the request to the inspector’s supervisor. 

It allows us to put checks and balances in 

place so nothing falls through the cracks. In 

addition, the amount of time necessary to 

enter a request was faster and simpler, and 

the functions used to respond to a request 

were more intuitive. 

What really exceeded our expectations, 

though, is how we have been able to use 

QAlert for reporting. We broke the city up into 

36 1-square mile sections and can actually 

use QAlert to look at the number of citizen 

complaints based on the type of complaint 

throughout the city, which helps us properly 

allocate and track public service dollars. We 

also use QAlert reporting to help justify the 

federal funding we receive to help fi ght blight 

in certain neighborhoods. We can easily 

show what types of activities inspectors are 

performing and during what times. All of these 

eff orts, spearheaded by Mayor Fouts, allow us 

to capture more information, gain more insight 

into how the city is functioning, and do more 

to improve how the city operates. ©
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QScend Technologies, Inc. is an industry leader in Web-based software solutions and services for 
local and county governments. Hundreds of government agencies and thousands of users across 
the country access the company’s series of products for a variety of functions related to improving 
citizen service, increasing governmental effi  ciency, and measuring performance.

Sponsored by:

When Mayor James R. Fouts took offi  ce in 2007, one of his main goals was for the city of 
Warren, Mich., to be viewed as “The City That Cares” by its approximately 134,000 residents. 
One of the ways the city accomplished this goal was by implementing QScend Technologies’ 
QAlert citizen request management (CRM) system in 2009. In this Q&A, Sean Clark, administra-
tive supervisor for the Public Service Department, discusses how QAlert has helped the city 
decrease the amount of time it takes to respond to citizen requests, improve employee workfl ow, 
and increase transparency into operations. 

Q&A: A Citizen Request Tool for the 21st Century
Warren, Mich., streamlines employee workfl ow and improves responsiveness to 
community requests with QAlert.

ADVERTISEMENT

GT15 Q&A Q Tech.indd   1GT15 Q&A Q Tech.indd   1 9/10/15   11:57 AM9/10/15   11:57 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 Chris GatesOPEN GOV 

Chris Gates is the 

president of the 

Sunlight Foundation, a 

nonpartisan nonprofit 

that advocates for 

open government 

globally and uses 

technology to make 

government more 

accountable. Gates is 

a thought leader in the 

fields of democratic 

theory and practice 

and political and 

civic engagement.

It’s more than a truism: Our lives are 
intertwined with one another like never 
before. The Internet and new forms of 

technology literally have put the world 
within reach, and it’s transforming the 
way we make decisions about everything 
from our purchases at the grocery store 
to the way we consume entertainment. 

This new level of interconnectedness 
and shared knowledge also changes the 
relationship we have with our elected 
offi  cials and how we address complicated 
policy issues. While we are all swimming 
in more information than we ever knew 
existed, a challenge for those working in 
the public sector comes in making sense of 
it and putting it to use in our government, 
our politics and our communities.

Are we harnessing this new power of 
information eff ectively, effi  ciently and 
fairly? What are we learning from the 
data we’re gathering? How is data-based 
decision-making changing the way our 
communities meet their challenges?

At the Sunlight Foundation, we’ve 
worked for more than 
nine years to demonstrate 
the value and potential of 
government data that is 
open and accessible. We 
believe making data truly 
available online will be 
transformative, particularly 
for local governments and 
the communities they 
serve. I’ve been working to 
improve local government 

for many years, and I see using data for 
results-driven management to be the 
next wave in the 100-year-old eff ort 
to reform the way cities are run. 

Since the beginning of the Progressive 
Era, people and organizations have 
worked to improve the functions of the 
cities and communities they govern. 
Reformers created institutions like the 
National Civic League that sought to end 
the corruption and graft that plagued 
local governments in the late 1800s. They 
professionalized city management by 
establishing the council-manager form of 
government and codifi ed best practices 
through the Model City Charter.

A second major wave of municipal 
reform came in the 1970s and ’80s, when 
cities moved beyond “public input” and 
began experimenting with building civic 
engagement and deliberative democracy 
into their policymaking processes. Like the 
fi rst wave of city reform, the second wave 
sought to improve municipal effi  ciency and 
eff ectiveness. But this period also witnessed 
growing interest in civic engagement and a 
more collaborative approach to governance. 
If the fi rst wave of reform emphasized what 
the city management fi eld calls the “double 
E” of effi  ciency and eff ectiveness, the 
second wave added another E: engagement.

We have a monumental opportunity 
right now to improve the lives of people in 
cities across America and fundamentally 
alter our understanding of what good 
local government should look like. We’ll 
add a fourth E — evidence — to the 

conversation by helping cities incorporate 
data into their internal and public-facing 
conversations about city priorities. 
Improving access to information and data 
provides an opportunity to re-establish 
trust in government and engage residents 
in meaningful conversations, as well as to 
improve the eff ectiveness of city services. 

An organization built around open 
data advocacy, the Sunlight Foundation 
is working to help give cities the tools 
and support they need to elevate their 
use of data and evidence, thus allowing 
them to improve civic engagement and 
local decision-making. To develop better 
solutions for the problems we face at 
the local level and beyond, we are part 
of a growing movement that is helping 
our governments become better at using 
the information they already collect and 
sharing it widely with their citizens.

Through the What Works Cities 
initiative, we’ll work with more than 100 
midsized American communities over the 
next three years to help them make the 
connections between good open data and 
open government policies and practices. 

This movement toward open data 
is a transformational foundation on 
which cities can build. It’s our hope 
that, looking back 100 years from now, 
we’ll see a moment in history that 
fundamentally improved the function of 
local governments, and most importantly, 
the lives of their citizens. 

The Third Wave of Civic Reform 
Evidence joins effi  ciency, eff ectiveness and engagement as a hallmark of good government.
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People depend on their government agencies to be available at 
all times. So Cox Business provides solutions to keep you up and 
running when it really matters. We offer an intelligent network 
design customized for your agency that’s route-diverse for  
fail-safe security. Plus, with 24/7 local support and Internet 
speeds up to 10 Gbps along our reliable fiber-optic network, 
we’ve got you covered.

YOUR TECHNOLOGY  
KEEPS RUNNING,
NO MATTER WHAT ELSE STOPS.

coxbusiness.com/government    |    (866) 419-4985
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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.

Uber, the ubiquitous transportation 
company recently valued at $50 
billion, has famously made it easier 

than ever for consumers to fi nd a driver 
and pay for a ride. The company has had 
enormous success with its relatively simple 
idea of using an app to match passengers 
with drivers because most riders found the 
previous system for hiring taxis to be painfully 
cumbersome. Surprisingly, until Uber and its 
competitors like Lyft, Curb  and Hailo burst 
onto the scene, there appeared to be little 
eff ort among local governments to address 
this common complaint. While some cities 
like Chicago and New York are now trying to 
play catchup and build their own offi  cial taxi 
apps to compete, these eff orts are most likely 
a case of too little, too late. But the burning 
question for most cities should be, “Why 
didn’t we think of this fi rst?” 

After all, most major cities have taxi 
commissions that set the rules by which 
taxi drivers must operate, including 
specifi cations about the equipment they 
use, and they are supposed to be operating 
in the public interest. It’s hard to imagine 

that no taxi commission had 
the wherewithal to recognize 
the potential of mobile apps 
to deliver value to both 
drivers and riders. The taxi 
commissions, which arguably 
know more about the taxi 
industry and its customers 
than almost anyone else, would 
have been ideally positioned 
to create Uber or at least 

some close clone. Instead, virtually across 
the board, these commissions ignored the 
available technology and relied on someone 
else to innovate.

The government is not alone in having 
this problem. Netfl ix, not Blockbuster, 
pioneered online movie streaming. 
Amazon, not Borders, made it easy to buy 
books online. And Apple, not BlackBerry, 
created the world’s most popular mobile 
device. But while countless books and 
articles have been written about why 
successful companies fail to innovate and 
are ultimately left in the dust by their 
rivals, few have asked why government 
agencies have missed so many opportunities 
to spawn successful new initiatives.

There are likely many partial explanations. 
One commonly cited reason why companies 
fail to innovate is because their internal 
cultures discourage it. Many government 
agencies can probably relate, as bureaucracies 
don’t have a reputation for attracting those 
eager to change the status quo. Another 
explanation could be that government 
agencies have few incentives to pursue risky 
projects. While the private sector is more 
likely to “celebrate failure,” that same ethic 
has yet to take hold in the public sector, 
which means risky ideas may never receive 
a green light. Finally, government agencies 
face a series of political constraints not found 
in the private sector. Uber, for example, has 
notoriously disregarded existing taxi laws in 
the pursuit of a disruptive business model. 
It’s hard to imagine a government-run service 
doing the same. 

This doesn’t mean that Uber-style 
innovation in government is a lost cause. 
One successful model is the CIA-backed 
venture capital fi rm In-Q-Tel. Established 
in 1999 as an independent nonprofi t 
corporation, In-Q-Tel funds high-tech 
startups designed to serve U.S. national 
security interests. Its investments have 
yielded an array of successful companies 
like data analytics fi rm Palantir, which 
serves both private- and public-sector 
customers. State and local governments 
should create a similar type of venture 
capital fi rm to spur investment in 
businesses delivering technologies 
geared toward education, policing, public 
transportation and other areas. 

Strategic investments could unlock a 
new wave of innovation benefi ting the 
public sector. After all, each city or state 
does not need to develop its own unique 
applications — it just needs one platform 
that can be used by all. By combining 
resources and cooperating across borders, 
government agencies could accomplish 
more together than any individual eff ort 
could on its own. In addition, policymakers 
might be more inclined to modernize 
regulations if they have a direct stake in a 
company’s fi nancial success. 

The government does not need to 
compete with the private sector, but 
it does need to seize opportunities to 
leverage technology to better pursue its 
mission. There is no reason why the next 
Mark Zuckerberg can’t get his start as an 
enterprising public servant.  

Why Didn’t Gov Invent Uber?
The public sector failed to innovate the taxi industry, but there are other opportunities.
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VARIDESK® sits on top of your existing 

desk and lets you switch easily 

between sitting and standing whenever 

you like – and it only takes 3 seconds! 

It ships fully assembled and sets up in 

minutes with no tools required. Models 

start at just $275. Order online or call 

800-979-9713.

US Patent #8671853 | US & Foreign Patents Pending. 
©2015 VARIDESK®. All Rights Reserved.

WORK
SITTING
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product news 

For more product news, log on to explore Government Technology’s Product Source.  govtech.com/products

By Miriam Jones |  Chief Copy Editor

Send product review ideas to mjones@govtech.com, twitter@mjonesgovtech
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Luggage Tracker 
The TUMI Global Locator is a wireless tracking device designed to 

provide travelers with real-time data regarding the location of their 

luggage or other travel bags. The wireless compact device uses GPS, 

GSM, Wi-Fi and Bluetooth technology to provide specifi c location posi-

tioning information via a mobile application to users around the world. 

The device is FAA compliant, with the capability to shut itself off  in-fl ight 

and turn itself back on upon landing, maintaining observance with major 

airline regulator policies. www.TUMI.com

Watch Out 
The Motorola Moto 360 smartwatch works with Android and iPhone phones 

and off ers various case sizes, fi nishes, bezels and bands. The 300 mAh battery 

off ers up to 1.5 days of mixed use with the ambient light sensor off , and up to 

a full day of mixed use with ambient on. The dust- and water-resistant watch 

charges wirelessly via a charging dock. It includes a heart rate monitor, acceler-

ometer, gyroscope, dual digital microphones, Bluetooth 4.0 low energy and Wi-Fi 

connectivity. The Moto contains 4 GB of internal storage and 512 MB of RAM. 

www.motorola.com

Slimmed Down 
HP’s ProBook 400 G3 series of notebooks comes in 13-, 14- and 15-inch 

sizes with built-in security features like the HP BIOSphere, Touchpoint 

Manager (cloud-based IT management) and an optional fi ngerprint reader. 

The ProBook 440 G3 is now up to 17 percent thinner and 12 percent lighter 

than the previous generation. The series features 6th-generation Intel Core 

processors or AMD 6th-generation A-series APU, a soft-touch Gravity Black 

fi nish, aluminum reinforced keyboard deck and the spill-resistant premium 

keyboard. The notebooks off er several confi gurable options, including an 

optional full high-defi nition display, touch and long-life batteries. www.hp.com
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Today, thousands of companies and organizations will make a simple choice. They’ll partner with EPA’s 
ENERGY STAR® program to lower their buildings’ energy use. Less energy consumed means fewer 
greenhouse gas emissions are released. And that fi ghts climate change. Find out how America’s most 
recognized energy effi ciency program can help you make a difference. Join us at energystar.gov.
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Pollution Made Pretty
Call it the ultimate in upcycling? The 
biggest air purifi er in the world, located 
in Rotterdam, Netherlands, is 23 feet 
tall and cleans more than 30,000 cubic 
meters of air an hour. To help fund this 
pollution reduction program, fi ne smog 
particles captured by the device are 

transformed into tiny stones that can 
adorn cuffl  inks, rings and other jewelry. 
Buying a ring translates into a donation 
of 1,000 cubic meters of clean air to the 
Smog Free Tower’s home city. The tower 
is eventually destined for smog-dense 
Beijing, an early supporter of the concept. 
SOURCE: GIZMODO 

spectrum More research, more science, more technology.
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50x 
faster (than LTE)

Still don’t trust the cloud to store your digital fi les? Personal 

storage meets wearable tech in ReVault, a portable wireless 

drive that allows secure information access across devices 

without relying on the cloud. Using Bluetooth and Wi-Fi to sync, 

ReVault can be worn as a watch, necklace or pocket watch.   

SOURCE: GIZMAG

That’s the peak bandwidth that LTE pioneer 
Verizon expects to deliver with its 5G 

wireless service, which it plans to pilot in 
2016. But it could take a while before 

the blazing-fast service is widely available — the 
lack of an offi  cial 5G standard and other initial 
deployment hurdles could translate into a delay 
for 5G ubiquity.

Can Computers Be Compost? According to 
DoSomething.org, between 20 million and 50 million tons of 
electronic waste are discarded worldwide every year. But new 
research from the Karlsruhe Institute of Technology (KIT) in Germany 
suggests that we may soon be tossing outdated technology 
into the compost bin. KIT says switching to biodegradable 
materials like gelatin, cellulose, chitin or starch as insulators and 
making dyes and semiconductors out of plant extracts could 
eliminate toxic materials now used in electronic devices. 

The organic material doesn’t necessarily have the shelf life of 
plastic and metal, but that’s not a deal-breaker. “They easily 
survive the service life of disposable electronics,” said Gerardo 
Hernandez-Sosa, of KIT’s Biolicht Young Investigator Group.
SOURCE: INHABITAT

The Wearable Cloud

Send Spectrum ideas to Managing Editor Noelle Knell, nknell@govtech.com, twitter@GovTechNoelle

many
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 HOW PREPARED IS 
YOUR ORGANIZATION?
Elected offi cials have a unique role in government cybersecurity efforts and 
are held accountable for protecting critical government resources and data. 
How prepared is your organization to defend itself against cyber-attacks?

A new guide from the Governing Institute and CGI, a leading IT and business 
process services provider, offers best practices and strategies to help elected 
offi cials boost their cybersecurity efforts. Read the “Guide to Cybersecurity 

as Risk Management: The Role of Elected Offi cials” for:

Checklists of the top cybersecurity action items for elected 
and agency executives and lawmakers

An overview of public sector threats, assets and adversaries

In-depth recommendations for integrating cybersecurity 
into an organization’s risk management framework

Download a complimentary 
copy of the guide at: 
www.governing.com/cybersecurity-guide
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By Kristy DaltonGOVGIRL ON SOCIAL 

Most mainstream social media 
platforms have some amount 
of usage and performance 

data available to profi le administrators. 
What type of data is important to 
analyze as a social media manager? 

The easiest fi gure to note is how many 
followers your profi le has. But what does 
that alone tell you about the eff ectiveness 
of your social media presence? While 
a large number of followers is great, 
properly interpreting how social media 
achieved real-world results is even better.

Why Measure Conversion?
Conversion, as it relates to government 

social media, is a fancy term describing 
a passive fan who takes an action. For 
example, a Facebook fan who clicks on 
your post to register for a class or opt in 
to a mailing list counts as a conversion.  

Data can be collected that helps to 
show your agency’s conversion rate. The 
rate refers to what percentage of fans 
actually converted to action. If your social 
media conversion rate for a campaign 
encouraging fans to opt in to a department’s 
email list is .05 percent, you might want 
to rework your messaging and strategy. 

If you’re attempting to drive citizens to a 
page on your agency’s website, you can use 
analytics to track the percentage of traffi  c 
that comes to that page from social media. 
Better yet, measure the social media traffi  c 
that makes it all the way to the confi rmation 
page for that particular campaign. Users 
who get to the confi rmation page can 
truly be counted as conversions.

It’s relatively easy to measure 
conversions if you spend money on paid 
social media advertising. For instance, 
Facebook off ers a tracking pixel that you 
can embed in the code on your website’s 
confi rmation page. If a citizen clicks on 
your Facebook ad, then signs up on your 
website, they will be tracked for you by 
Facebook ad insights as conversions.    

How to Track Participation
It is arguably easier to measure 

online conversion using Web analytics 
and tracking features than it is to 
measure offl  ine participation. But 
ultimately, getting citizens to actually 
participate in your meetings and events 
due to your social media campaign 
can be worth its weight in gold.    

How many offl  ine participants did your 
social media eff orts generate? If you are 
promoting an event, how many people 
came to that event specifi cally because 
they learned about it on social media? You 
might incorporate an online RSVP, which 
can be tracked via analytics to see if the 
participant arrived there from social media. 
If that is not plausible, taking the time to 
incorporate an event survey might help you 
understand what got participants there.   

When you’re looking at measuring the 
eff ectiveness of your agency’s approach 
to social media, try to focus on data that 
helps you understand whether your 
eff orts infl uenced action. If citizens aren’t 
participating, it’s time to tweak your 
approach by replicating what you learned 
from your highest-converting posts.  

Kristy is known as 

“GovGirl” in the 

government technology 

industry. A former 

city government 

Web manager with 

a passion for social 

media, technology 

and the lighter side of 

government life, Kristy is 

the CEO of Government 

Social Media.

Using Social Media Analytics
A few ideas for measuring your social media’s impact. 
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Products and services not available in all areas. Actual speeds may vary. Some restrictions apply. Time Warner Cable 
Business Class is a trademark of Time Warner Inc. used under license. © 2015 Time Warner Cable Enterprises LLC. All 
rights reserved.

Time Warner Cable Business Class delivers advanced communications and networking solutions over our fiber-rich IP 
network and employs a self-healing fiber-ring topology that provides superior network availability and resiliency. We 
reliably support your disaster-recovery preparedness and continuity of operations (COOP) initiatives with expert support, 
24/7/365 monitoring from our state-of-the-art Network Operations Centers, and stringent industry-leading Service Level 
Agreements (SLAs).

COST-EFFECTIVE COMMUNICATION AND NETWORKING 
SOLUTIONS FOR GOVERNMENT AGENCIES

• Upgrade Legacy Technologies to Help Cut Costs 

• Seamlessly Connect People and Resources 

• Mobilize Your Workforce with Secure Remote Access

• Work to Simplify Operations and Free Up IT Resources with 
Managed Router Service

Our Dedicated Government Account Team Can Help You:

INTERNET | VOICE | TELEVISION | NETWORK SERVICES | CLOUD 

CALL TODAY TO SCHEDULE A  
FREE IN-PERSON TECHNOLOGY ASSESSMENT 

WITH A LOCAL, DEDICATED GOVERNMENT 
ACCOUNT EXECUTIVE. 

BUSINESS.TWC.COM/GOVT

855.881.5535
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