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ENERGY STAR LOW CARBON IT CHAMPION:  The AT&T Energy Team

OCCUPATION: Driving energy efficiency across AT&T’s operations

SAVES ENERGY BY: Deploying power management software to power 
down over 166,000 retail and non-retail computers at night.

SAVINGS:  Estimated annual savings of over 42 million kWh ($4 million) 
– equivalent to the electricity use of over 3,200 US homes a year.

CARBON REDUCED: Over 29,000 metric tons of C02 annually – equivalent 
to over 3.2 million gallons of gasoline consumed.

NEXT GOAL: Using our great view from the roof to spot more energy 
efficiency opportunities. 

JOIN THE AT&T ENERGY TEAM AND BECOME A LOW CARBON IT CHAMPION 
The AT&T Energy Team is cutting costs in one of the fastest growing energy uses 
in the country – information technology.  To learn more about what you can do, visit  
www.energystar.gov/lowcarbonit.
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Intelligent building technology lets even 

small cities on tight budgets save money 

while becoming more sustainable. 

By Merrill Douglas 
COVER PHOTO BY JESSICA MULHOLLAND

After just over three years of construction, 

the new terminal at California’s Sacramento 

International Airport is a leader in operations 

and effi  ciency.

By Jessica Mulholland 

September 2012     

COVER STORY

14  /  Smart Move

20  /  High (Flying) Tech

Vol 25   |   Issue 9

QUARTERLY REPORT  |  DIGITAL COMMUNITIES

      25      

September 2012

Build,  
Buy,  
Rent or 
Share? 

New IT Opportunities  
and Challenges. 

S
H

U
T

T
E

R
S

T
O

C
K

.C
O

M

Digital Communities
Quarterly Report
25 / Smarter spending 
through strategic sourcing

GT09_03.indd   3 8/28/12   2:43 PM

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go
Page

®

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

Cyan Magenta Yellow Black

5    25  50   75   95 100

®

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



DEPARTMENTS

56 / Big (Blue) Brother
Software monitoring New York City’s 
fi nancial district could save lives, but at 
what cost? 

58 / Landmark Site
San Francisco, Chicago, Seattle and New 
York launch a new open data community 
on federal Data.gov.

60 / ‘Driving’ Up 
Online Renewals
Colorado offi  cials cite reduced DMV offi  ce 
traffi  c and increased organ donor sign-ups 
from a creative outreach program.

62 / Messages in the Cloud
Virginia’s hosted email archiving saves 
time and aids e-discovery.

COLUMNS

  6 Point of View  
 Websites for the Real World

12 Four Questions  
 Massoud Amin, director, 

 Technological Leadership Institute

64 Gov2020  
 Five ways public service is like the Olympics

NEWS

  8 govtech.com/extra
 Updates from Government Technology’s    

daily online news service.

10 Big Picture
 Robo-Racecar : A self-driving automobile.

13 Special Report
 Recognizing the Best of the Web 

61 Spectrum
 More research, more science, 

 more technology.

63 Product News
 BoxWave, Targus, Asus, Samsung, Google 

66 Up Close
 Public Offi  cials Go Social

4       September 2012 //  www.govtech.com

WWW.GOVTECH.COM

Mobile Money
More citizens want to 
pay by smartphone or 
tablet. Will you let them?

Safety Net
A look inside the nation-
wide nerve center for state 
and local cybersecurity. 

Weird and Green
Austin, Texas, expects to convert 
entire city fl eet to hybrid or 
renewable power by 2020.

FOLLOW 
US ON

IN OUR NEXT ISSUE:

Group Publisher:  Don Pearson, dpearson@govtech.com

EDITORIAL
Editor: Steve Towns, stowns@govtech.com

Associate Editors:     Elaine Pittman, epittman@govtech.com

 Matt Williams, mwilliams@govtech.com

Associate Editor &

Photographer: Jessica Mulholland, jmulholland@govtech.com

Managing Editor: Karen Stewartson, kstewartson@govtech.com

Chief Copy Editor: Miriam Jones, mjones@govtech.com

Staff  Writers: Hilton Collins, hcollins@govtech.com

Brian Heaton, bheaton@govtech.com

 Sarah Rich, srich@govtech.com

 Noelle Knell, nknell@govtech.com

DC Editor:               Wayne Hanson, whanson@govtech.com

Editorial Assistant:  Natalie August, naugust@govtech.com

Contributing Writer:  Merrill Douglas

DESIGN
Creative Director: Kelly Martinelli, kmartinelli@govtech.com

Art Director: Michelle Hamm, mhamm@govtech.com

Senior Designer: Crystal Hopson, chopson@govtech.com

Illustrator: Tom McKeith, tmckeith@govtech.com

Production Director: Stephan Widmaier, swidm@govtech.com

Production Manager: production@govtech.com

PUBLISHING
VPs OF STRATEGIC ACCOUNTS: 

Jon Fyff e, jfyff e@govtech.com

Stacy Ward-Probst, sward@govtech.com

Chul Yim, cyim@govtech.com

Leilani Cauthen, lcauthen@govtech.com

Arlene Boeger, aboeger@govtech.com

SALES DIRECTORS:

Leslie Hunter, lhunter@govtech.com

Shelley Ballard, sballard@govtech.com

Liza Mendoza, lmendoza@govtech.com

Kenny Hanson, khanson@govtech.com

Tracy Meisler, tmeisler@govtech.com

Kim Frame, kframe@govtech.com

ACCOUNT EXECUTIVES:

John Enright, jenright@govtech.com

Kevin May, kmay@govtech.com

Gloria Leacox, gleacox@govtech.com

Paul Dangberg, pauld@govtech.com

Lara Roebbelen, lroebbelen@govtech.com

David Rogers, drogers@govtech.com

ACCOUNT MANAGERS:

Melissa Cano, mcano@govtech.com

Erin Gross, egross@govtech.com

Noel Hollis, nhollis@govtech.com

Stephanie George, sgeorge@govtech.com

BUS. DEV. MANAGERS:

Glenn Swenson, gswenson@govtech.com

Son Strachan, sstrachan@govtech.com

Maggie Ransier, mransier@govtech.com

SALES ADMINISTRATORS:

Christine Childs, cchilds@govtech.com

Heather Woodhouse, hwoodhouse@govtech.com

Carmen Mendoza, cmendoza@govtech.com

Jessica Stefani, jstefani@govtech.com

Alexis Hart, ahart@govtech.com

Director of Marketing:  Andrea Kleinbardt, akleinbardt@govtech.com

Sr. Dir. of Cust. Events:  Whitney Sweet, wsweet@govtech.com

Dir. Custom Media:  Jeana Bruce, jbruce@govtech.com

Dir. of Web Marketing:  Zach Presnall, zpresnall@govtech.com

Web Advertising Mgr:  Julie Dedeaux, jdedeaux@govtech.com

Subscription Coord.:  Eenie Yang, subscriptions@govtech.com

CORPORATE
CEO:            Dennis McKenna, dmckenna@govtech.com

Executive VP:            Don Pearson, dpearson@govtech.com

Executive VP:           Cathilea Robinett, crobinett@govtech.com

CAO:     Lisa Bernard, lbernard@govtech.com

CFO:     Paul Harney, pharney@govtech.com

VP of Events:    Alan Cox, acox@govtech.com

Chief Marketing Offi  cer:  Margaret Mohr, mmohr@govtech.com

Chief Content Offi  cer: Paul Taylor, ptaylor@govtech.com

Government Technology is published by e.Republic Inc. Copyright 2012 

by e.Republic Inc. All rights reserved. Government Technology is a 

registered trademark of e.Republic Inc. Opinions expressed by writers 

are not necessarily those of the publisher or editors.

Article submissions should be sent to the attention of the Managing 

Editor. Reprints of all articles in this issue and past issues are available 

(500 minimum). Please direct inquiries for reprints and licensing to 

Wright’s Media: (877) 652-5295, sales@wrightsmedia.com.

Subscription Information: Requests for subscriptions may be directed

to Subscription Coordinator by phone or fax to the numbers below. 

You can also subscribe online at www.govtech.com.

100 Blue Ravine Rd. Folsom, CA 95630
Phone: (916) 932-1300  Fax: (916) 932-1470

Printed in the USA.

Go Social

i d d G

Al

Dir

Sr.

Di

Di

We

Su

C
CE

Ex

Ex

CA

CF

VP

Ch

Ch

Go

by

reg

are

Art

Ed

(50

Wr

T
O

M
 M

c
K

E
IT

H

T
O

M
 M

c
K

E
IT

H

GT09_03.indd   4 8/29/12   1:09 PM

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go
Page

®

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

Cyan Magenta Yellow Black

5    25  50   75   95 100

®

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



LE
A

SH
E

D

LI
B

E
R

AT
E

D

In the network, even your desk phone 
gets to be a smartphone.

Serving citizens is about what you do – not where you are. 
And the AT&T network is making this easier for you.

With IP-based Voice Transformation Solutions from 
AT&T, you can collaborate instantly from your desk, 
or any device. So you can take government services 
into the fi eld, staying connected from virtually anywhere.

Rethink how government does business inside 
the network of possibilities from AT&T. 
Learn how, visit att.com/smartervoice

Download the free scanner app at http://scan.mobi and scan this code to learn more. 
© 2012 AT&T Intellectual Property. All rights reserved. AT&T, the AT&T logo and all other AT&T marks contained herein are trademarks of AT&T Intellectual Property and/or AT&T affi liated companies.
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By Steve Towns /  Editor

RAISE YOUR 

VOICE
Your opinions matter to 

us. Send comments about 

this issue to the editors at 

editorial@govtech.com. 

Publication is solely at the 

discretion of the editors. 

Government Technology 

reserves the right to edit 

submissions for length.

Websites for the Real World

From the Louisville Metro Government 
home page, users can sign up for text 
alerts from the city, order accident 

reports or watch streaming video of com-
munity meetings. Alabama’s home page fea-
tures responsive design that renders the site 
viewable on any mobile device, and its social 
media portal off ers extensive links to agency 
social network sites. And the Orange County, 
Fla., website lets residents report problems 
to the city 311 center via Web chat or down-
load a mobile 311 app for their smartphone.

Each of these sites topped its cat-
egory in the 16th annual Best of the Web 
Awards, released by e.Republic’s Cen-
ter for Digital Government in August. 
The survey has rated government web-
sites on their functionality, innovation, 
effi  ciency and economy since 1996.

Coincidentally, that’s the same year 
I joined Government Technology, and 
I’m struck by how far public-sector 
websites have come since I began pay-
ing close attention 16 years ago — and 
by how much the winning sites mirror 
my own preferences for interacting with 
government and private companies.

Like most people, I use my smart-
phone for more than just voice calls. I have 
mobile apps to transfer money between 
bank accounts, access electronic air-
line boarding passes, check the weather, 
play music and perform other everyday 
activities. And, of course, the Internet 
has become my fi rst stop for access-

ing information and paying for services.
So when I look at this year’s winning 

sites — as well as the survey’s other highly 
rated portals — I see features I want to use 
in my own life. I’m ready for a mobile app 
that lets me report potholes to my city — or 
even better, lets me send a photo. I’m not 
a great Facebooker, but I realize agency 
Facebook pages can be a great way to ask 
questions or follow community issues. And 
I certainly want a text or a tweet from my 
county that alerts me of local emergencies.

The public sector’s best websites are rais-
ing the bar for the things that really matter 
to residents and constituents, providing bet-
ter usability, accessibility and transparency. 
They’re optimized for mobile users, they’re 
packed with electronic transactions, they in-
tegrate useful social media and they genuinely 
rival the best the private sector has to off er.

A decade ago, we pointed out statistics like 
the sheer number of pages included in public 
portals. One of my own stories from 2001 
proudly notes that one major city’s website 
included more than 30,000 pages of content. 

Citizens still want city, state and county 
websites to include comprehensive informa-
tion, but we expect to reach that content from 
a phone or tablet within a few clicks. And we 
expect to interact electronically in meaningful 
ways — whether it’s renewing a license, sched-
uling a service or submitting a suggestion. 

It’s a long — and continually growing — 
list. But 2012’s Best of the Web winners are 
meeting those demands, and then some.  

POINT OF VIEW

6       September 2012 //  www.govtech.com

A N  A W A R D - W I N N I N G  P U B L I C A T I O N

GT09_06.indd   6 8/27/12   1:02 PM

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go
Page

®

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

Cyan Magenta Yellow Black

5    25  50   75   95 100

®

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



Copyright © 2012 Esri. All rights reserved. 

A Transparent Solution
Esri® has the complete platform for your Open 

Government initiatives. With mapping applications 

and services accessible on-site or in the cloud, 

Esri Technology engages citizens, demonstrates 

transparency, and fosters collaboration.

Learn more at esri.com/gtopengov
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govtech.com/extra: 
Updates from Government Technology’s daily online news service.

8 September 2012 // www.govtech.com

Water Watch
Government offi  ces and businesses in Charlotte, N.C., are about to get a lot smarter 
about their water consumption. An eff ort dubbed Smart Water Now will use data-
gathering technology to track water use and promote conservation in the city’s central 
business district. Water usage statistics from the buildings involved in the eff ort will be 
aggregated and made viewable in real time through kiosks available in each location 
or via the Web.

Kickstarter for Government
Kickstarter and other crowdfunding sites are helping 

to raise money for legions of creative endeavors

in fi lm, publishing, gaming, food and more. Can 

the Kickstarter concept work in government? Jase 

Wilson, a Kansas City, Mo., entrepreneur, intends to 

fi nd out. Wilson is CEO of Neighbor.ly, a website 

that invites citizens and local businesses to invest 

in public projects in the  area. 

reader/comments: 

“ One need not go past the fi rst 

sentence for a problem with this — 

‘Criminals can legally be tracked 

without a warrant ...’ How exactly are 

they criminals if they not charged with 

anything as these are investigations 

into criminality? I guess the ‘innocent 

until proven guilty’ must also be out, 

along with one of those pesky Consti-

tutional Amendments.

Mike in response to Warrantless 
GPS Tracking Ruled Legal

“  California, with its congested free-

ways and smoggy cities, should look 

into this more. Sadly, state employees 

are not given this option because man-

agers are not taught how to manage, 

and unless they can see an employee 

at their desk, they can’t understand how 

they could possibly be working.

Golden State Employee in response to Texas 
HHS Agencies Consider Telework Expansion

“ One of the future security prob-

lems is QR codes. An example: A 

vendor sends out 100,000 postcards 

off ering free concert tickets if you 

use your smartphone to click on a QR 

code. The QR code actually leads to 

a malicious site that will infect phones 

and computers, stealing data, pass-

words, banking information, etc.

Michael in response to Black Hat 2012:
The No. 1 Cybersecurity Problem

“ We have been doing bullying- 

and sexting-specifi c programs here in 

Texas for over three years. After the 

fi rst off ense, sexting in Texas is still a 

felony for those under 18. It falls under 

child pornography laws. We would 

like to partner with others to expand 

our program if anyone is interested.

Weldon W. Floyd in response to Digital Safety: 
The New Frontier in High School Classes

“ Thank you for not trying to include 

some green-save-the-environment 

twist to this excellent article. Go 

paperless, or at least less paper, for 

economic reasons — or reasons of 

convenience. Those two driving forces 

are what will make something like this 

happen in your place of business.

Charles Kerr in response to Maryland 
Governor’s Offi  ce Trades Printers for iPads

The number of 
suppliers participating

in Virginia’s eVA 
e-procurement 

system.

THOUSAND
53

TOP-TWEETED STORIES

96
tweets

77
tweets

75
tweets

Online Park 
Reservations a Hit in 
Bexar County, Texas     
 
How Law Enforce-
ment Is Using 
Social Media 
 
4 Big Cities 
Launch Shared 
Data Platform

HOT OR NOT?
Most read stories online:
Who Really, Really Invented 

the Internet?  

13,939 VIEWS

2012 Digital Counties

Survey Winners 

Announced 

2,122 VIEWS

4 Big Cities

Launch Shared 

Data Platform  

2,004 VIEWS

Least read stories online: 
CIO Kazmi Pleads Guilty 

in Corruption Case  

264 VIEWS

President Calls for 

Better Cybersecurity 

Coordination 

241 VIEWS

Minneapolis Launches 

Citizen Reporting App 

239 VIEWS

WHO SAYS?

www.govtech.com/budget-fi nance/Being-Neighborly-in-Kansas-City-Kickstarter-for-Local-Government.html

“The current fi nancing 
model is failing us.”
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Visit our Resource Center to find Hardware, Software, and Technology Solutions 
that can be leveraged to: 

• Receive voicemail via email
• Increase productivity and reduce operating costs
• Create solutions that make mobile and remote workforces a reality
• Review currently implemented solutions that other agencies are using

To learn more, visit www.govtech.com/technology

The technology you need where you need it most

UNIFIED

SOLVED

COMMUNICATIONS
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BIG PICTURE
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Google has already made 
headlines for its self-driving 
cars, but Stanford University 
is working on a vehicle of its 
own — a self-driving racecar. 
This robotic racecar, a white 
Audi TTS named Shelley, hit 120 
mph on a recent track test at 
Thunderhill Raceway, north of 
Sacramento, Calif.; she completed 
the three-mile course in less 
than two and a half minutes. 
That’s technically a few seconds 
slower than the best human 
drivers, but during the test, 
algorithms tell the car when 
to brake, accelerate and how 
to steer — all things that, 
down the line, could make 
every car on the road safer.
Shelley is the product of a 
collaboration between Stanford’s 
Dynamic Design Lab, led 
by mechanical engineering 
Associate Professor Chris 
Gerdes, and the Volkswagen 
Electronics Research Laboratory. 

Robo-
Racecar
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1
How do you envision the smart 
grid in the next 10 years? Scenarios 

for a smart grid vary wildly. But a 

common understanding [is] that in the 

coming years, electricity will play a much 

greater role in global society. It is entirely 

possible that nations, regions and cities 

that best implement new strategies and 

infrastructure could reshuffl  e the world 

pecking order. It’s very possible that 

emerging markets could leapfrog other 

nations in smart grid markets 

and deployment. 

Global drivers for smart grid 

development and deployments 

are multifaceted, and there are 

no cookie-cutter solutions. The 

drivers are often created by local, 

regional and/or national priorities, 

and drivers for advanced econo-

mies can diff er from those of 

developing ones. Motivations are 

also infl uenced by a variety of 

12       September 2012 //  www.govtech.com

FOUR QUESTIONS

Massoud Amin is director of the University of Minnesota’s Technological Leadership 

Institute, an organization dedicated to forming connections between engineering, science, 

business and technology. Amin, a professor of electrical and computer engineering, recently 

was listed as a mover and a shaker in the smart grid industry by GreenTech Media. In an 

abridged email interview, Amin discusses the smart grid with Government Technology.

3
Why is it important for states and 
localities to build a smart grid 
infrastructure? I’ve mentioned the 

overloaded grid conditions we have today. 

Yet the situation is certain to get much worse, 

especially with the increasingly digital society. 

Twitter alone puts a demand of 2,500 mega-

watt hours per week on the grid that didn’t 

exist before. Because of increasing demand, 

experts believe that the world’s electricity 

supply will need to triple by 2015.

4
Does the smart grid need to have a 
self-healing infrastructure? It needs 

a self-healing infrastructure to ensure 

that [the] power grid can continue to operate 

reliably for businesses and consumers who 

depend on it. A smart grid that is overlaid 

with the various sensors, communications, 

automation and control features that allow it 

to deal with unforeseen events and minimize 

their impacts will be resilient and secure. 

Not only can a self-healing grid avoid or 

minimize blackouts and associated costs, 

it can minimize the impacts of deliberate 

attempts by terrorists or others to sabotage 

the power grid. 

— Karen Stewartson, Managing Editor

factors in the larger macrosystem, such as 

standards, technologies and policies.

2
What does it mean to have a sustain-
able smart grid? How can we have 
one? Smart grids have the potential to 

substantially reduce energy consumption and 

CO2 emissions. In fact CO2 emissions alone 

could be reduced by 58 percent in 2030, 

compared to 2005 emissions.  

Microgrids that localities build to serve 

campuses, communities and cities will 

contribute to smart grid sustainable benefi ts. 

Microgrids are wonderful examples of the 

“think globally, act locally” principle. They 

draw their energy from locally available, 

preferably renewable resources. They 

use smart grid technologies to continually 

monitor customer demand, and they off er 

innovative pricing and other programs to 

manage the load and encourage customers 

to conserve energy. The microgrid ships any 

excess capacity back into the grid. 

Massoud Amin
director, Technological Leadership Institute

Massoud is 
reading Make 
It in America: 
The Case for 
Re-Inventing 
the Economy, 
by Andrew 
Liveris, chair-
man and CEO 
of the Dow 
Chemical 
Company.
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By Noelle Knell  |  Staff  Writer

Recognizing the Best of the Web 
 Government’s top websites off er smart design and interactive features.

The state of Alabama; Orange County, 
Fla.; and Louisville, Ky., topped the 
2012 Best of the Web (BOW) survey, a 

joint endeavor of Government Technology and 
the Center for Digital Government.

BOW ranks public-sector websites on 
innovation, usability and functionality for 
users, as well as their ability to improve 
government effi  ciency. Submissions from 
U.S. cities, counties and states were judged 
by executives from the Center for Digital 
Government, along with a panel of past BOW 
winners. Results were released in late August.

Louisville, Ky.
A quick trip to the Louisville Metro 

Government site provides ample evidence 
for its No. 1 distinction among cities in 2012. 
An abundance of well organized informa-
tion is framed by many ways to connect with 
city government. The Web team closely 
tracks site analytics and focuses on keeping 
sought-after content updated and easily 
accessible. A team of 140 content editors 
contributes to the site’s consistent ranking 
as the top resource on Louisville, according 
to search engines.

Demonstrating the metro government’s 
commitment to engaging with its citizens is 
an active social media center, with links to 
multiple Twitter accounts, Facebook pages, 

RSS feeds, YouTube channels and more. 
Mayor Greg Fischer’s twice-yearly virtual 
“Talk to Greg” meetings conducted over 
Twitter and Facebook spark lively interactions 
on a broad range of topics. 

CIO Beth Niblock said this year’s addition 
of geospatial data through the site’s “Quick-
Find” and “Map It” features is popular. “It’s 
an innovative way to allow citizens to fi nd 
the most popular services and locations for 
government using a familiar mapping tool,” 
she said. Residents plug in their address and 
access specifi c city service information like 
garbage pickup days, metro council district 
information and crime data. Integrated with 
the mapping features are sign-up options for 
alerts on about 400 city topics. The notifi ca-
tion service has 90,000 subscribers.

Orange County, Fla.
The Orange County, Fla., site underwent a 

major redesign this year and features rotating 
images showing off  some of the county’s stun-
ning landmarks. Behind the new look and feel 
is a completely reorganized website, resulting 
from thorough review of more than 5,000 
content pages. CIO Rafael Mena said the fi rst 
priority for the new website was a layout that 
was as intuitive as possible to citizens. 

Staff  completed the site’s technical devel-
opment in-house, evaluating analytics to help 

establish a new topic-oriented taxonomy 
featuring 18 blended service areas. “Content 
is now presented how it would logically be 
consumed by a citizen, regardless of the 
individual department or division that 
provides it,” Mena said.  

A live chat option accessible from the site 
during regular business hours is integrated 
with the county’s 311 service. Registration 
for emergency alerts is available via the 
County’s Emergency Services offi  ce. Current 
weather and a hurricane guide are linked 
directly from the home page too.

Alabama
Alabama’s overhauled portal now 

features a simplifi ed design, user-friendly 
navigation and a large collection of online 
services. “Users should be able to easily 
navigate around the site without guesswork 
or confusion,” said state CIO Jack Doane. 
Site traffi  c averaged more than 94,000 
unique visitors per month from April 2011 
to March 2012, a 14 percent increase over 
the previous year.

Rotating stats on the home page reveal 
details about the number of citizens going 
online to buy vehicle title records, send 
money to inmates, buy hunting and fi shing 
licenses, renew professional licenses and 
more. Site usage data helps the state raise 
public awareness of the 150 online services 
it provides, while direct links to services 
embedded in each statistic promise to raise 
usage even further.

BOW judges also noted Alabama’s leader-
ship in disaster recovery. The state has two 
active backup sites. The mobile-optimized 
site off ers robust emergency information 
with access to alert sign-ups within one click 
of the home page.  

SPECIAL REPORT

2012 BEST OF THE WEB AWARDS

State Portal Category:
1 / Alabama

2 /  California 

3 / Utah

4 /  Rhode Island  

5 /  Mississippi   

 

County Portal Category:
1 / Orange County, Fla.  

2 /  Pinellas County, Fla.

3 / Alameda County, Calif.  

4 /  Miami-Dade County, Fla.

5 /  Chesterfi eld County, Va.

City Portal Category:
1 / Louisville Metro 

 Government, Ky.

2 / Arvada, Colo.    

3 / Raleigh, N.C.   

4 / Riverside, Calif.    

5 / Austin, Texas

See more Best of the Web winners online at www.govtech.com.
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IN MERCED, CALIF., PUBLIC WORKS 
MANAGER  DAN ARNOLD  (LEFT) AND 
CITY MANAGER  JOHN BRAMBLE 

FACILITATED A SERIES OF BUILDING 
UPGRADES THAT SAVED MONEY 
AND JOBS. 

14       September 2012 // www.govtech.com
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SMART MOVE
INTELLIGENT BUILDING TECHNOLOGY

 LETS EVEN SMALL CITIES ON TIGHT 
BUDGETS SAVE MONEY WHILE 

BECOMING MORE SUSTAINABLE. 

B Y  M E R R I L L  D O U G L A S  |  C O N T R I B U T I N G  W R I T E R

                               P H O T O S  B Y  J E S S I C A  M U L H O L L A N D
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In Merced’s case, the controls reside in 
the Apogee Building Automation System 
from Siemens Building Technologies. 

What Makes a Building Intelligent?
Smart building technology collects and 

analyzes data from multiple in-building 
systems in order to spot problems, opti-
mize operations and schedule maintenance. 
Often, the technology acts automatically to 
adjust system activity. “Without any human 
intervention, the smarts in the building are 
continually monitoring the conditions and 
putting diff erent systems at the optimal 
point to minimize energy use and maxi-
mize occupant comfort,” said Jim Dagley, 
vice president of channel marketing and 
strategy for North America Systems at 
Johnson Controls, based in Glendale, Wis.

The technology also might send alarms 
to building engineers. “The software tools 
can read the data points — the tempera-
tures and fl ows and pressures and so forth 
— and determine whether or not the system 

is running optimally,” said Jim Sinopoli, 
managing principal at Smart Buildings, an 
engineering and consulting fi rm in Spice-
wood, Texas. If the software detects a 
malfunction, it can recommend a specifi c 
action and create a work order. 

The “smarts” that create a smart building 
might lie within a single building manage-
ment platform, such as Siemens’ Apogee 
system or Johnson Controls’ Metasys 
Building Automation and Control System. Or 
software might integrate data from multiple 
building management systems, along with 
security systems, utility meters and other 
entities that generate data. Both Siemens 
and Johnson Controls off er the ability to inte-
grate data from diff erent systems — including 
systems from diff erent vendors. Some third 
parties, such as IBM, also off er this capability.

“We look at all the data coming from all the 
systems holistically,” said Dave Bartlett, vice 
president of industry solutions for IBM’s smart 
buildings business. “Then we run analytics 
to get better insight into what’s happening at 
the moment and also do predictive analytics.” 

Merced’s smart building project started 
in 2009, when the city formed a committee 
to identify improvements that could save 
energy and money in government facili-
ties. In 2011, Merced awarded Siemens 
a contract for a package of upgrades 
and retrofi ts aimed at energy conserva-
tion. Among other activities, Siemens and 
its subcontractors replaced 34 rooftop 
HVAC packages, replaced more than 5,600 
street lights and installed low-fl ow water 
fi xtures in all of the city’s buildings. 

16       September 2012 //  www.govtech.com

IS IT SMART FOR SMALL 
CASH-STRAPPED CITIES 
TO SPEND MILLIONS OF 
DOLLARS TO UPGRADE 
GOVERNMENT BUILDINGS?
IT COULD WELL BE, IF THE 
BUILDINGS CONSEQUENTLY 
GROW SMARTER.

ARE YOU PLANNING TO IMPLEMENT “GREEN BUILDING” 
TECHNOLOGY FOR PUBLIC-SECTOR BUILDINGS?

Yes (initial effort)                                                            23%

Yes (continuation/expansion)                                                                                                    37%

No                                                                                         25%

Don’t know                                       15%

SOURCE: GOVERNMENT TECHNOLOGY SURVEY OF 113 SENIOR STATE AND LOCAL DECISION-MAKERS

Used in conjunction with effi  cient 
heating, ventilation and air conditioning 
(HVAC) systems, plus new lighting and 
other energy-saving equipment, smart 
building technologies are helping some 
local governments cut energy consumption 
and reduce costs. Smaller cities and coun-
ties — even those with scarce resources — 
may realize these savings by cutting utility 
bills and better managing the maintenance 
of building equipment.

In Merced, Calif., for example, a series 
of facilities upgrades has helped the city 
save enough in less than a year to cover the 
fi rst payment on a $7.16 million bond with 
money to spare. “We think we’re going to 
have about $30,000 worth of savings,” said 
City Manager John Bramble.

Although a mild winter might account 
for some of the reduced cost, there are 
other factors. “I attribute a big chunk of 
it to the controls that give you the energy 
savings in a large building,” said Dan 
Arnold, Merced’s public works manager. 
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While those upgrades were all smart 
moves, it’s the Apogee system that really 
makes Merced’s initiative a smart building 
project. Apogee collects data from the 
HVAC and lighting systems in several 
city facilities, including the City Hall. 
Displaying information about system 
operations in those buildings in real time 
on a digital dashboard, it allows building 
engineers to monitor performance and 
make adjustments, Arnold said. “You can 
drill down into the actual wall thermostat 
and adjust the settings from the computer.” 

Engineers use the system to specify how 
to heat or cool individual rooms depending 
on the time of day, with variations for 
special events, Arnold said. The system 
also takes action automatically, based on 
established rules about performance. 

For instance, when many people 
assemble in a room for a meeting, sensors 
might detect that the crowd is pushing 
the level of carbon dioxide in the air past 
the point of comfort. When that happens, 
Apogee sends a command to open a set 
of vents, drawing fresh air from outside. 

Without those sensors, the vents would 
stay open throughout the meeting, even 
in summer when they would draw in 
hot air and overtax the air conditioners. 
With the sensors in place, the vents stay 
closed until carbon dioxide in the room 
reaches a critical level. “Then the ‘econo-
mizer’ will open, exhaust the building 
and then shut down,” Arnold said.  

Another element of Merced’s system 
uses motion-based and infrared sensors 
to determine whether a room — or 
even a single cubicle — is occupied or 
empty, and turn lights on or off  accord-
ingly. It also uses “light harvesting” 
to conserve energy in portions of City 
Hall where offi  ces have windows. 

As the sun starts to shine through 
those windows, sensors prompt 
nearby lighting fi xtures to dim them-
selves, Arnold said. “There’s no need 
to have all this power consumption to 
light up a fi xture next to a window.” 

Card Readers and Light Fixtures
Along with sensors, other triggers might 

prompt a smart building system to adjust 
environmental controls to meet changing 

THE MORE 
KNOWLEDGE 
YOU HAVE, 
THE MORE 
ATTRACTIVE
 YOU ARE TO 
THE UTILITY 
PROVIDERS, 
BECAUSE YOU 
CAN BECOME A 
PREDICTABLE 
PART OF 
THE GRID.

MOTION-BASED 
AND INFRARED 
SENSORS 
DETERMINE 
WHETHER A 
ROOM OR 
SINGLE CUBICLE 
IS OCCUPIED 
OR EMPTY, AND 
ADJUST LIGHTS 
ACCORDINGLY.

THE APOGEE 
BUILDING AUTO-
MATION SYSTEM 
SHOWS EACH 
ROOM OF EACH 
FLOOR, AND 
ALLOWS FOR 
MONITORING 
AND MANAGING 
THE FACILITY
FROM ANY-
WHERE IN 
THE WORLD.

C O V E R  S T O R Y  |  S M A R T  M O V E
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conditions. Consider, for example, a govern-
ment employee who comes to the offi  ce 
on Saturday afternoon to do some extra 
work, said Sinopoli. To gain entrance, the 
employee swipes an access card through 
a reader linked to the security system. 

“That access card could be tied 
to lighting or cooling,” Sinopoli said. 
Since the smart building system knows 
where the individual works, it can 
give a command to light and cool his 
offi  ce while he’s at work there.

Besides matching system performance 
to the needs of occupants in real time, 
smart building technologies monitor 
the daily operation of HVAC and other 
systems, ensuring that they work as effi  -
ciently as possible. That doesn’t simply 
mean detecting malfunctions. It also 
means ensuring that systems are set in the 
appropriate mode for current conditions. 

For example, a series of connected 
buildings might have numerous air 
handling units, said Bartlett. “Each one 
could be operating very effi  ciently. But 
one of the things we look for is whether 
they’re all performing to the same task.” 
Due to confi guration errors, two units 
that maintain the environment in contig-
uous portions of the building might be 
working at cross purposes — one pumping 
cooled air as the other produces heat. 

A smart building system might detect 
this anomaly and correct it, highlight the 
problem on a dashboard display, send 
an alert to the appropriate manager or 
automatically create a work order so 
engineers can resolve the problem. 

Although energy savings is a primary 
benefi t, smart building technologies 
also can reduce maintenance costs. For 
example, software that consolidates 
data from multiple systems in multiple 
buildings provides a unifi ed view of all 
potential malfunctions. “You have one 
software tool that can deal with alarms 
across the city or county, rather than 
disparate alarms,” said Sinopoli. 

If 10 problems trigger 10 alarms in 
one morning, engineers can get informa-
tion about those problems from a single 
source, Sinopoli said. They gain a chance 
to prioritize those alarms, sending workers 
to deal with the most pressing ones fi rst, 

5 REASONS TO MAKE 
     YOUR BUILDING 
SMARTER + GREENER

Buildings account for nearly 40 percent of all energy and 70 percent of all electricity 
used anywhere in the world, making them a prime conservation target. Any eff ort to 
make an organization greener and reduce its carbon footprint must involve improving 
overall operating and energy effi  ciencies in buildings.

Organizations on average save about 15 to 25 percent of their energy 
bills through building optimization and infrastructure upgrades, enabling 
organizations to receive quick return on investments. In facilities more 
than fi ve years old, energy savings of 15 to 25 percent are common, in 
addition to 10 percent or greater reduction in operational costs.

EXAMPLE: Huntington, W.Va., upgraded heating, ventilation and air-conditioning 
(HVAC) equipment, building controls and lighting in 18 city facilities. Additionally,

the city sealed buildings to reduce the loss of warm and cool air, and 
switched traffi  c signals to more energy-effi  cient light-emitting diode (LED) 
technology. As a result, the city reduced energy consumption and utility 

expenses by 25 percent, saving the city about $200,000 annually.

There are numerous fi nancial vehicles available to organizations looking to undertake 
building retrofi t projects. Performance contracts, for example, allow organizations 
to pay for overall facility improvements and upgrades through the future energy 
savings they generate. These savings are guaranteed by the building integrator and 

help remove the fi nancial barriers organizations typically face.

EXAMPLE: Wilmington, Del., leveraged an energy savings performance contract to 
fi nance an energy retrofi t and renewable energy program that included a 3,400-panel
solar installation in addition to citywide energy effi  ciency improvements. To date, 

the project has generated more than $1 million in energy cost savings and $590,000 
in rebates and renewable energy credit revenue.

Smart buildings can take part in integrated demand response and variable rate struc-
tures. This allows energy to be procured at a lower cost, reduces the variability of 
energy costs and decreases an organization’s carbon footprint by shifting loads.

Smart buildings can use predictive fault detection analytics and con-
stantly assess building systems to detect potential operational problems 

before they occur. Information can be provided to technicians to correct 
potential building system issues much faster and frequently before any 

critical failure that could aff ect an organization’s operation. Smart build-
ings can also enable building managers and technicians to use remote 
management solutions to more effi  ciently maximize staff  resources. 
This enables managers to schedule maintenance visits and allows for 

rapid response to changes in scheduling or other building parameters 
without requiring a person on site or additional visits by staff .

— By Greg Turner, director of global off erings, Honeywell Building Solutions
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MERCED’S PLAN to 
reduce costs and con-
serve environmental 
resources through the 
use of intelligent controls 
extend beyond the walls of 
its government buildings. 
As part of a recent $7.16 
million energy conserva-
tion upgrade, Merced 
installed 35 irrigation con-
trollers in seven city parks. 

Drawing data from 
several weather stations in 
and near the city, the control-
lers automatically adjust the 
sprinkling times based on the 
current temperature, humid-
ity and wind conditions, 
said Dan Arnold, Merced’s 
public works manager. “We 
can program [a controller] 
to the type of shrub or grass 
variety that’s there as well, 

and to whether the ground is 
sloped. If it’s raining, the sprin-
klers will shut off. If it’s super 
hot, the system will increase 
watering times a little.” 

To prepare for the sys-
tem, an engineer surveyed 
each spot where the city 
planned to locate a control-
ler, evaluating soil, plants and 
other factors to determine 
specifi c watering needs, 

Arnold said. The controllers 
use that data to establish the 
basic sprinkling patterns. 

Installing automated 
irrigation controllers was 
one of many sugges-
tions that emerged from a 
15-person committee that 
Merced convened in 2009 
to identify opportunities to 
save energy in city opera-
tions. City Manager John 

Bramble suggested the 
controllers, hoping to avoid 
irrigating park sod while 
rain was falling. “It’s some-
thing that irritates citizens,” 
he said. “It irritates me.” 

Today, with smarter 
sprinklers at work, Mer-
ced’s parks get exactly 
the level of watering they 
need — and only when 
they need it. 

or sending one worker to deal with several 
problems in one building at the same time. 

The technology might also help engi-
neers get to the root of a problem faster. 
“You may get 10 alarms from one building, 
but by doing some analytics, you fi nd 
out it’s really one event,” Sinopoli said. 
“It may be one piece of equipment that’s 
failed that triggered fi ve or six pieces 
of equipment down the pipeline.” 

One fi nal way in which smart building tech-
nology can save money for a city is by helping 
it shift some of its energy usage to periods of 
lower overall energy demand. Such adjust-
ments can win a city lower rates through a 
utility company’s demand pricing program. 

“You start to get smarter with your 
energy monitoring — knowing what you 
have, where it’s going, if it’s ramping up in 
a particular part of the day,” said Dennis 
Thompson, who is in charge of busi-
ness development for Siemens Indus-
try’s Northern California District. “The 
more knowledge you have, the more 
attractive you are to the utility providers, 
because you can become a predict-

able part of the grid. And you can make 
adjustments that they can depend on.” 

If the utility has trouble generating 
enough power on a hot day, for example, 
it can turn to the customers who have 
signed up for its demand response 
program, Thompson said. Because those 
customers have committed to reducing 
their energy usage by a certain percentage 
at the utility’s request, they eliminate 
the need for widespread brownouts.

“If you can guarantee that you can 
drop, say, 20 percent of your load within 
20 minutes of notifi cation, they will guar-
antee that you will stay on the grid — you 
won’t brown out or go black — and, two, 
you’ll get a reduced rate,” Thompson said. 
Customers with smart building systems 
have at their fi ngertips the information they 
need to make that kind of commitment. 

How to Pay?
Although smart building technology 

off ers the chance to save a great deal of 
money while reducing a city’s carbon 
footprint, the necessary upgrades require 

a serious investment. 
How does a cash-strapped 
small-town government 
aff ord such a project? 

One possible solution, 
off ered by both Siemens 
and Johnson Controls, is a 
performance guarantee. “We’ll 
put together a package and 
say, ‘We can save $25,000 a 
year in energy in this old city 
hall if we put in some new 
systems,” said Dagley. “If the 

savings come back and 
they’re only $20,000, 
Johnson Controls 
will write a check 
for the diff erence.”

That’s the same 
kind of deal that 
Merced struck with 
Siemens. “If we 
didn’t save money, 
they would make up 
the diff erence between 
what it cost and what 
they anticipated they 
would be able to save 
us,” Bramble said. 

A grant of $250,000 
from the American 
Recovery and Rein-
vestment Act program 
helped Merced with some of the cost of 
the installation. The rest came from a 
16-year bond issue worth $7.16 million. 

Siemens started installing the new 
technology in spring 2011, and by May 
2012 it had most of the system operating. 

So far, Bramble said, the system has 
performed extremely well. “Staff  has 
indicated that we have greater savings 
than we had originally anticipated.” 
After making its fi rst bond payment, 
extra savings provided money to fund 
some new city initiatives, he said. 

“It really has been a very positive project 
for us. Everything that we had hoped for 
in terms of improving the environment 
and saving money has come true.” 

Merrill Douglas is a writer based in upstate New York.

50%

Yes

32%

No

19%

Don’t know

WILL YOUR 
JURISDICTION 
INCREASE ITS 
FOCUS ON 
SUSTAINABILITY 
PLANNING AND 
PROGRAMS 
OVER THE NEXT 
24 MONTHS?
SOURCE: GOVERNMENT TECHNOLOGY
SURVEY OF 113 SENIOR STATE 
AND LOCAL DECISION-MAKERS

SMART PARKS
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HIGH (FLYI
AFTER JUST OVER THREE YEARS OF CONSTRUCTION, THE NEW TERMINAL AT CALIFORNIA’S     S

WATCH A VIDEO  
No reservations needed. Take the  terminal 
tour @ www.govtech.com/videos

GT09_14.indd   20 8/27/12   2:39 PM

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go
Page

®

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

Cyan Magenta Yellow Black

5    25  50   75   95 100

®

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



www.govtech.com  // September 2012         21 

ING) TECH
S     SACRAMENTO INTERNATIONAL AIRPORT IS A LEADER IN OPERATIONS AND EFFICIENCY.

BY JESSICA MULHOLLAND  /  ASSOCIATE EDITOR

SACRAMENTO INTERNATIONAL AIRPORT
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But being tech-friendly for airport 
patrons is just scratching the surface 
— the new terminal was completed 
early and under budget; the facility is 
LEED silver certifi ed; and both the new 
Terminal B and the existing Terminal A 
operate under a shared use model that 
cuts IT costs and improves fl exibility. 

What’s considered a smallish 
airport in California’s capital is on the 
leading edge of operations and effi  -
ciency in facilitating air travel — and 
Sacramento County is at the helm. 

C
onstructing the new 
terminal, owned by the 
Sacramento County Airport 
System, began in June 
2008 and was complete 

in October 2011. The budget was origi-
nally about $1.2 billion, said Steve Baird, 
SMF’s deputy director of Infrastruc-
ture Support and Services Delivery, 
but the project came in under budget 
at $1.03 billion — partly because a 
planned hotel was deleted and construc-
tion of an additional parking garage 
was deferred. But the county also used 
several innovative cost-saving measures. 

For instance, incorporating an auto-
mated people mover (APM) into the 
new terminal’s design allowed the 
county to construct the new facility 
while the existing terminal build-
ings remained in full operation. This 

also accelerated the project by three 
years and shaved a signifi cant amount 
from its total cost, Baird said. 

“The project savings was a total of $120 
million, less the cost of the APM itself, 
which was $30 million,” he said. “So you 
had a $90 million savings by installing 
this APM and being able to operate both 
terminals as they still existed at the time.”

The new terminal building also made 
extensive use of reclaimed construc-
tion materials. For instance, concrete 
from the previous apron area was broken 
up and reused as fi ll. And 68,000 board 
feet of reclaimed redwood, including 
portions of a demolished bridge, were 
incorporated into the ceiling of the new 

Central Terminal B.
Airports are divided 

into two areas: land-
side and airside. The 
landside areas gener-
ally include parking 
lots, public transpor-
tation stations and 
access roads. Airside 
space includes all areas 
accessible to aircraft, 
including runways, 
taxiways and ramps. 
Overall, 85 percent of 
landside construction 
waste and 99 percent 
of airside construction 
waste was diverted 
from landfi lls.  

“Everything that we could possibly 
reuse we did actually reuse in the construc-
tion of the terminal,” Baird said. 

Other items that earned Terminal B the 
LEED silver certifi cation include extensive 
use of natural light; dimmable fl uorescent 
and LED lighting; a heat-refl ecting roof; 
energy-effi  cient glass and exterior shade 
devices that block solar heat; low-fl ush 
fi xtures and automatic water fi xtures 
throughout the facility; and drought-
tolerant landscaping surrounding the 
terminal, which is irrigated by groundwater.

Additionally, nine acres of asphalt parking 
were restored back to landscape and natural 
habitat to reduce greenhouse gas eff ects.

A
s far as being tech-friendly 
for patrons, Baird said airport 
staff  took notice of electrical 
outlet and USB port usage in 
existing terminals to deter-

mine how to set up the gates in the new 
Terminal B. According to PC World’s 20 
Best Airports for Tech Travelers, Sacra-
mento was in the top 5 because the new 
Terminal B “is packed with outlets and 
USB ports ... [and] Wi-Fi is free.”

Wi-Fi has been free at the airport 
since 2006, and the new Terminal B 
has more electrical outlets and USB 
ports than any other airport on the list, 
with an average of nearly 30 per gate. 

“When we constructed this project, 
we added furniture [that] has outlets and 

H I G H  ( F LY I N G )  T E C H
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LAST DECEMBER, THE NEW TERMINAL AT 
CALIFORNIA’S SACRAMENTO INTERNATIONAL 
AIRPORT (SMF) WAS RANKED NO. 5 ON PC WORLD’S 
LIST OF THE TOP 20 TECH-FRIENDLY AIRPORTS.   

$90M
The savings 

realized from 
installing the 
automated 

people mover 
at Sacramento 
International 
Airport’s new 

terminal.

9 
The number 

of gates 
removed from 

the original 
plans because 
of greater gate 

fl exibility. 
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FURNITURE in Terminal B has outlets and 
USB ports, and a special wireless power 
port that recharges devices through a 
white disk on the tabletop. The fl ight infor-
mation display system combines multiple 
feeds — Southwest and American Airlines 
feed directly into the display system, while 
the airport uses a radar feed for other 
airlines. The radar feed automatically cor-
rects fl ight information to account for 
delays or fl ight changes, which are sig-
nifi ed by changing colors. The airport’s 
shared use IT system lets any airline use 
any gate. The virtualized shared use sys-
tem also allows any airline to use any ticket 
counter at any given time. Adoption of an 
automated people mover allowed existing 
terminal buildings to remain fully function-
al during the facility’s construction. Termi-
nal B earned the LEED silver certifi cation 
in part because of its extensive use of day-
lighting and energy-effi  cient glass. 
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when there is a problem, which means 
it could cost hundreds of dollars to fi x 
something as simple as a broken printer.

Because Sacramento County owns all 
the computers, printers and monitors in 
both the counter and ticketing positions 
at Sacramento International, airlines now 
have maximum fl exibility and a minimum 
amount of labor. And the shared use model 
shifts the responsibility, Baird said. “It is 
upon the airports to keep up with tech-
nology — and the airlines can do what 
they do best, which is fl y planes.”  

jmulholland@govtech.com
twitter@jbronwen

it doesn’t necessarily have to be in the 
terminal they’re actually operating in.” 

SMF operation staff  also can move 
aircraft around in case of emergency. 
For instance, when nearby San Fran-
cisco International Airport has heavy fog, 
fl ights are diverted to Sacramento. “So 
now we can park them at particular gates 
that would normally be used by the other 
airlines on scheduled events,” Baird said.

The shared use approach is an emerging 
trend, but it remains unusual in the 
nation’s airports. Airlines typically own 
their own IT equipment, have their own 
IT closets and fl y in their own IT staff  

USB ports,” Baird said, “and a special 
power port, so if you have the adapter, 
you can actually power your devices 
through [what looks like] a little disk.”

More than 100 kiosks are also avail-
able throughout the airport for travelers 
to check in and obtain boarding passes.

P
erhaps most notable about 
SMF is a shared IT system 
that is used by all airlines at 
the facility. The virtualized 
system is owned by Sacra-

mento County and allows the airport to 
easily shuffl  e ticket counter and boarding 
gate space based on airlines’ needs. 

It was this system that 
allowed the airport to relo-
cate 10 airlines overnight 
before the new terminal 
building opened. In a single 
night, the airport performed 
a massive game of musical 
chairs that involved moving 
all airlines out of the old 
Terminal B building, which 
was being torn down, and 
into the new Terminal B. In 
addition, some airlines were 
moving between Terminal 
A and the new Terminal 
B facility. Baird said the 

common use system allowed airlines to 
quickly resume operations in their new 
locations. “It was seamless because they 
were using the same operating systems 
like they were before,” he said, “so nothing 
changed except their physical location.”

Opting for the shared use model also 
meant the airport saved money during 
construction. The original plan was to 
have 28 gates in the new terminal, Baird 
said, but going with the shared use model 
meant only 19 gates were needed since 
multiple airlines can use a particular gate. 

Airport operations also are stream-
lined under the shared use model, since 
the airlines have more fl exibility if they 
encounter irregular operations and 
need additional gate space. “They’re 
able to move down or call our opera-
tions staff  and say, ‘Where can I park my 
plane and process?’” Baird said. “And 

 It is upon 
the airports to 
keep up with 

technology — 
and the air-

lines can do 
what they do 
best, which is 

fl y planes.
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DURING Terminal B’s con-
struction, Steve Baird, deputy 
director of Infrastructure Sup-
port and Services Delivery 
for Sacramento International 
Airport, led the team that was 
responsible for the airport’s 
virtualized shared use com-
puter system, more than 100 
service kiosks, and the secu-
rity and camera systems.
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Keep citizens and public property safe

Video Surveillance Solutions
Panasonic’s surveillance video imaging technology increases situational awareness of events as they unfold, improves 
response time during emergencies and documents evidence that aids in the arrest, investigation and prosecution of 
criminals. With the finest end-to-end imaging in the industry, Panasonic provides a wide array of security solutions for 
your community.

For outdoor applications such as busy intersections, high-crime areas, airports, transit stations and waterways,  
Panasonic’s WV-SW559 fixed dome camera is the ideal solution for video imaging. Designed to survive the  
harshest conditions, the WV-SW559 is weatherproof and can survive treatment shocks and impact. Equipped with  
Super Dynamic ABS and Face Super Dynamic range technologies, it covers a wider range than conventional cameras 
and enables a clear and precise image of a subject’s face.

n  �IP66-rated and compatible with the IEC measurement standard  
for weather, shock, impact and vandal-resistance 

n  �Full HD 1080p images up to 30 fps and multiple H.264 and  
JPEG streams ensure simultaneous, real-time monitoring and  
high-resolution recording

n  �Progressive scan ensures clear images with less motion blur  
and no tearing even when subject is moving

n  �Auto Back Focus allows for flexible installation and stable focus  
in both color and B/W modes

To monitor events in public buildings, Panasonic’s WV-SF336 fixed dome network camera offers the highest standard 
of indoor security. With Wide Dynamic range, ABS and Face Super Dynamic range technologies, it enables clear and 
precise video recording and playback.

n  �720p HD images up to 30fps with progressive scan and a 1.3  
Megapixel MOS Sensor

n  �Multiple H.264 streams and JPG streams ensure simultaneous  
real-time monitoring and high-resolution recording

n  �Auto Back Focus allows for flexible installation and stable focus  
in both color and B/W modes

SOLUTIONS FOR PUBLIC Sector

Connected cities begin 
and end with Panasonic.

panasonic.com/business-solutions
SOLUTIONS FOR PUBLIC Sector

Panasonic is constantly enhancing product specifications and accessories. Specifications subject to change without notice.
©2012 Panasonic Corporation of North America. All rights reserved. Brochure_Fed Gov_06/12
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SOLUTIONS FOR PUBLIC Sector

Enhance your city’s communications and awareness, and protect citizens and property, with one company. 

Designed and built with unmatched reliability, Panasonic products give you the upper hand in first response 

and public safety with innovative solutions fit for any application. Helping to connect every corner of your 

city with cutting-edge technology is how we’re engineering a better world.

Faster response times and high-quality video evidence

Fully-rugged Toughbook Mobile Computers
For emergency first responders, getting to the scene of a crime, fire, disaster or  
power outage is more than time critical—it’s lifesaving. With industry-leading  
reliability, Panasonic Toughbook® fully-rugged mobile computers help improve  
response time and provide immediate, remote access to critical information en  
route to an emergency.

n  �IP65 and 6-foot drop certified for unrivaled ruggedness and  
drop-shock protection

n  ��3G or 4G mobile broadband and GPS-ready design allow immediate  
access to mission-critical information

n  �Adjustable sunlight viewable display and optional backlit keyboard  
keep first responders productive in any lighting condition

Mobile Digital Video Solutions 
Law enforcement professionals need a reliable eyewitness backing them up. The Toughbook Arbitrator 360˚™ and NEW  
Panasonic WV-TW310 Series rugged, wearable camera offer a digital recording solution that improves officer safety,  
reduces agency liability and maintains the integrity of the chain of evidence.

n  �The Toughbook Arbitrator 360° increases situational awareness by  

providing officers with a 360˚ view of their environment

n  �Wearable camera provides a wide-angle view with image stabilization  

and correction function on playback 

n  �High-quality video resolution provides an accurate record of  

any situation

inform the public at a moment’s notice

Digital Signage Solutions
State and local government play a key role in providing vital services to the community, making the immediate communication 
of the right message a necessity. With Panasonic’s full range of digital signage solutions, government personnel have a system 
that quickly and easily communicates critical information to the public at a moment’s notice.

From simple display installations to custom-designed multi-location networks, Panasonic combines world-class hardware 
with industry-leading software and media players, system build-out and management, and unmatched support to deliver 
a complete, reliable digital signage system tailored to your needs.

Panasonic’s LF Series LCD displays maintain real-time communication with visitors and staff inside libraries, government  
offices, courthouses, town halls, community centers and other public buildings.

n  �Narrow 18mm bezel (0.72") for flexible installation vertically  
or horizontally 

n  �High brightness IPS panels for clear messaging from  
virtually any angle 

n  �Eco mode detects ambient light levels and controls brightness  
accordingly 

n  Fanless design for less maintenance

Display time-sensitive alerts, travel schedules, news and weather to the public outside buildings, airports or transit  
stations with Panasonic’s LFP30 Series and LFT30 Series high-performance displays that can withstand the  
harshest conditions, including rain and dust.

n  �IP-rated weatherproof designs for outdoor messaging

n  Up to 1500 cd/m2 brightness for excellent visibility outdoors

n  Corrosion-resistant aluminum cabinet

n  �Winter Mode allows for operation in temperatures as low 

as -4 ˚F (-20 ˚C)

Toughbook 31 Toughbook 19

WV-TW310 Series and 
Toughbook Arbitrator 360°
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Build, 
Buy, 
Rent or 
Share? 

How strategic sourcing 
helps local governments 
spend smarter 
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BY WAYNE E. HANSON  |  EDITOR, DIGITAL COMMUNITIES

About This Report
This report is based on the 

activities of the Digital Communities 

program, a network of public- and 

private-sector IT professionals who are 

working to improve local governments’ 

delivery of public service through the 

use of digital technology. The program 

— a partnership between Government 

Technology and e.Republic’s Center 

for Digital Government — consists of 

task forces that meet online and in 

person to exchange information on 

important issues facing local govern-

ment IT professionals. 

More than 1,000 government 

and industry members participate 

in Digital Communities task forces 

focused on digital infrastructure, law 

enforcement and big city/county 

leadership. The Digital Communities 

program also conducts the annual 

Digital Cities and Digital Counties 

surveys, which track technology 

trends and identify and promote best 

practices in local government.

Digital Communities quarterly 

reports appear in Government 

Technology magazine in March, 

June, September and December. 

HOW DOES A CIO respond to a reces-
sion and continue to deliver IT services 
to a city or county and its residents? A 
spectrum of choices — ranging from 
staff  cuts and service reductions to 
exploring new service delivery ideas 
— have been employed recently by 
CIOs under severe economic duress. 
Some IT directors were reluctantly 
forced by economics to change long-
established procedures, while others 
eagerly seized the opportunity to 
explore new approaches. A few found 
that they could ride out the storm 
with minor adjustments. In any case, 
when economics closed one door, 
each faced a multiplicity of factors and 
each reached a decision point as to 
what to do, which new door to open.

Harold Tuck, for example, former 
CIO of San Diego County, could be 
said to be in the “ride it out with minor 
adjustments” category. The county 
enjoyed a successful IT outsourcing 
agreement that was, as Tuck said, 
“recession proof,” in that it was a 
contractual agreement. When the prime 
vendor decided to depart, a partner 
took over and things continued with 
a few tweaks, assisted by Tuck, the 
vendor, the county’s solid fi nancial situa-
tion and its long-serving commissioners.

What decision points does he think 
are most critical in sourcing decisions? 
“Organizations need to be really honest 
about what their core competencies 
are,” Tuck said, “what they do well 
and what they don’t do well. Tech-
nology obviously changes rapidly, 

“When one door … closes, another opens; but often we look so long at the closed door, 
we do not see the one which has been opened for us.”  — HELEN KELLER

new applications come out, and if you 
lose a key developer to a company, 
do you have the bench to replace 
that person? Do you have the ability 
to pay market rates for the positions 
that you have? And if the answers to 
those questions are no, then you need 
to strongly consider outsourcing.”

CIOs across the nation are asking 
these same questions. One concept 
that has taken on new importance 
in this environment is strategic 
sourcing. Strategic sourcing is not 
a new concept, but it has surfaced 
again, endowed with new life and new 
possibilities by advancing technologies 
like cloud computing, shared services, 
virtualization and the introduction 
of mobile devices. Fundamentally 
strategic sourcing involves calculating 
the most eff ective and effi  cient way to 
obtain needed products and services 
— and it’s prompting local govern-
ment leaders to push the boundaries 
of procurement and public service.

Ron Puccinelli, CIO of Concord, 
Calif., saw his IT organization deci-
mated by the recession, looked at 
his depleted bench and saw the 
writing on the wall. “Trying to build 
every single thing is no longer physi-
cally possible,” he said. “Things are 
too complex and moving too fast.”

Joe Marcella, CIO of Las Vegas, 
added political considerations and 
fl exibility as key factors in sourcing. 
“I need to hold dear anything that 
is strategic or core competency 
within my own organization,” he 
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In the network, even your desk phone 
gets to be a smartphone.

Delivering county and city services is about 
what you do – not where you are. And the AT&T 
network is making this easier for you.

With IP-based Voice Transformation Solutions from 
AT&T, you can collaborate instantly from your desk, or 
any device. So you can take government services into the 
community, staying connected from virtually anywhere.

Rethink how government does business inside 
the network of possibilities from AT&T. 
Learn how, visit att.com/smartervoice

Download the free scanner app at http://scan.mobi and scan this code to learn more. 
© 2012 AT&T Intellectual Property. All rights reserved. AT&T, the AT&T logo and all other AT&T marks contained herein are trademarks of AT&T Intellectual Property and/or AT&T affi liated companies.
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said, “because you have the political 
piece of it, the policymakers, and 
sometimes those things are specifi c 
to them. Also the delivery to citizens, 
if I need to control that, then it prob-
ably better be close at hand. And if 
it has to be fl exible, we don’t want 
a contract around it that requires a 
change order.  But if it’s a utility, if it’s 
nonstrategic, if it’s like ‘doors on Fords’ 
and I can do it for the same price, 
somebody else can manage that.”

Phil Bertolini, deputy county execu-
tive and CIO of Oakland County, Mich., 
is a good example of the “eager to 
explore new ideas” category, and 
is one of the innovators behind an 
initiative to bring counties together 
in shared services off erings over a 
government-to-government cloud. 
But when it comes to outsourcing IT, 
he said maturity is key. “The mature 
IT organization utilizes sourcing as a 
tool. So for example, we selectively 
source out our help desk. We bring 
contractual people in and they handle 
that for us. Why is that? It is a very 
‘routinized’ function. You can get those 
kinds of assets — whether they be from 
a contract house or from someone 
who does service center or help desk 
work — they are easy to fi nd and they 
are lower cost. We also outsource 
about 30 percent of our development 
needs, and we do that mostly through 
supplemental staffi  ng. We bring in 
contractual staff  that has certain skill 
sets, and then we try to do knowledge 
transfer to our existing resources.”

In making decisions spurred by 
a recession, it should come as no 
surprise that the cost of alternatives 
would be fundamental to any choice. 
Harris County, Texas, CIO Bruce 
High implemented the county’s Total 

Cost of Ownership (TCO) program 
about two years ago and applies it 
to all enterprise IT projects. “It was 
designed to make people more aware 
of what they are stepping off  into,” 
said High. “You get a full picture of 
what it’s going to cost to maintain.

 “It’s really just an Excel spreadsheet 
with a lot of tabs,” High said. “It asks the 
questions they wouldn’t have thought 
of when talking to the vendor, such 
as: ‘Do I need somebody to support 
this thing? Do I need 18 servers, and 
does that mean 18 licenses? Do they 
sell production and backup servers?’” 
Harris County has even turned down 
some available grants once the 
specifi cs were run through the TCO 
process. “It wasn’t worth it because 
the hit of 10 to 12 percent maintenance 
fees that will be coming out of your 
operational budget is not going to 
be sustained by grants,” said High. 
“It gives the decision-makers good 
information to make sound decisions.”

Rather than slowing down the 
procurement process, TCO actually 
expedites it, High said. The process is 
fairly simple, he added, and there have 
been few complaints from users, who 
appreciate getting some real data on 
actual costs, and all the questions are 
asked up front, so they don’t have to go 
back to the vendor for more information 
midway through the process. The county 
provides a template that has premade 
formulas for the calculations. And on 
items that aren’t covered by an algo-
rithm, IT staff  will help out as needed.

High’s advice is to try to think of 
everything before you commit. Like 
those maintenance fees and support 
agreements. “You may not be thinking, 
‘OK, that’s 15 percent of $2 million, 
so I have $300,000 next year that’s 

going to come out of the operational 
budget.’ Well, forget it. I’m not going 
to lay off  three people to do this.”

And fi nally, according to Accenture’s 
Jim Bard, decisions need to be made 
collaboratively from the start. “When 
analyzing cloud-based computing or 
solutions,” he said, “it’s important for 
the CIO and procurement group to 
collaborate early in the process, to 
defi ne the requirements of the organi-
zation, and develop the right acquisi-
tion and procurement strategy that will 
bring the best value to the organiza-
tion. Having procurement get involved 
early is key in these complex services 
that cloud computing represents.”

Build, Buy, Rent or Share?  
Strategic sourcing is not cookie 

cutter — there are no simple recipes 

QUARTERLY REPORT  |   DIGITAL COMMUNITIES

WHAT TO ASK BEFORE YOU 
MAKE A SOURCING DECISION
1. Do I have staff  with suffi  cient skills 

to build and maintain the systems I 
need — and can I pay them a salary 
competitive with the private sector?

2. Is my organization mature enough 
to look at outsourcing as a tool 
rather than as a threat?

3. Which strategic or core services 
and systems do I need to keep 
in-house in order to maintain close 
control and fl exibility?

4. What is the total cost of ownership 
of each of my various options?

5. Do we have a procurement strategy 
that defi nes the requirements and 
has the fl exibility to select a best-
value solution?

6. Are the CIO, procurement depart-
ment and top offi  cials in alignment 
on the decision to commit?
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for success. Decisions evolve from an 
analysis of the goals and mandates 
of the jurisdiction, available resources, 
unavoidable restrictions, risks, insight 
and a knowledge of what will give 
and what won’t when give is all that’s 
left. Concord and Las Vegas have 
taken diff erent directions, applied 
diff erent strategies and found 
|diff erent ways to keep the wheels 
turning during tough economic 
times. Two strategies they have in 
common, however, are greater use of 
outsourcing and shared services.

Concord, Calif.
Don’t tell Concord, Calif., CIO Ron 

Puccinelli that the recession is over. 
His options have been slashed along 
with his budget. In the past 36 months, 
he’s had a 42 percent reduction in 
staff  and a tripling of demand. He 
can’t off er new hires a competitive 
salary. But as Puccinelli says, it’s not a 
problem because he can’t hire anyway. 
Squeezed between numerous rocks 
and hard places, he’s playing defense, 
supporting 500 to 900 city staff  
members with his own department of 
12, and outsourcing everything he can. 

Two years ago, Puccinelli started 
moving systems out of the city to 
other locations where he didn’t have 
to build, maintain and own the servers 
and applications. “We’re calling it the 
cloud,” he said, “and we have a half-
dozen applications out there now. We 
started with non-mission-critical ones 
to see if this was going to work.”

The city went live in July with its 
fi rst mission-critical cloud application, 
an Accela Automation land manage-
ment and permitting system. “Accela 
provides software as a service in a 
class one facility,” Puccinelli said. “They 
provide disaster recovery and business 

continuity so I don’t have to back that 
data up. I don’t have to worry about 
hot site/cold site, they do security but I 
am responsible so I have to check and 
make sure they are actually doing it.”

The city also just fi nished the fi rst 
year of a completely contracted help 
desk services support system. Pucci-
nelli said that approach is more cost-
eff ective than retaining staff  members 
who have the skill set to handle break/
fi x issues. 

He has more than 200 applica-
tions to support, but has no staff  
members dedicated to any specifi c 
application, and has only one 
dedicated server technician. 

“As our systems come up for 
upgrades or replacement, we do a 
serious look at do we do it ourselves 
or put it out somewhere else? It 
comes down to what’s the risk and 
can I live with it, and what’s the value? 
Then we make that decision, and 
we put the controls in the contract 
— who owns the data, what’s our 
exit strategy, who owns the security 

responsibility, how do we check and 
verify? We try to cover all the bases. 
In some cases, you can ask for it, 
but they may or may not say yes.”

Puccinelli cannot match salaries 
with nearby Silicon Valley, even if he 
could hire. By using contract workers, 

Concord, 
Calif., CIO 
Ron Puccinelli
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Concord, Calif., cut IT staff  by 42 percent over the past three years.
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he can bring in experts to work on 
specifi c systems like UNIX or Windows 
for only the time frame that they need 
to complete a project or solve an issue. 
“You pay a little bit more to do that, 
but you have the fl exibility to get the 
skills you need when you need them.”

Puccinelli said that as the economy 
recovers, he won’t go back to the old 
ways of doing things. “Requirements 
change month to month,” he said, “and 
to have staff  members sitting in classes 
learning new skills would not be a 
good use of their time.” With fl exible 
staffi  ng, he can pick and choose the 
most highly skilled contract support. 

Concord also is increasing its shared 
services activities. “I provide radio 
and telephone service for the entire 
government agency of a neighboring 
city, and I do all the police technology 
support — the radios, the computers in 
the cars and on offi  cers’ desks, network 
infrastructure, email, voicemail, all their 
applications, all their records systems, 
everything.” A two-county interoper-
able radio system is under way, the 

city’s fi rst big shared system that is not 
city-owned.

Puccinelli’s concerns align with 
many other jurisdictions that are 
treading economic waters or simply 
looking for better ways to do things. 
“IT organizations have a choice to 
make: We can deliver the value to the 
organization and source it strategically 
so we have some infl uence and make 
sure it’s done correctly — with the 
right security, the right value, the right 
process and controls — or we get left 
out of the loop.”

Las Vegas
“At budget time every year, I’ll 

take a look at all of our systems,” 
said Las Vegas CIO Joe Marcella, “as 
well as every time we bring up a new 
system, I try to fi gure out whether 
I’m going to build it, buy it, rent it or 

share it.” For Marcella, the decision 
to share systems has been working.

Several jurisdictions — Las Vegas, 
North Las Vegas, Henderson and Clark 
County — built a government cloud for 
a multijurisdictional business licensing 
system and are looking at other 
potential applications. The collabora-
tive agreement allows for additional 
participants and proportional payments 
for buy-in. “Sharing has become very 
very interesting,” said Marcella.

He added that shared systems are 
going to have to become more pervasive 
in government. If jurisdictions don’t start 
these projects and initiatives on their 
own, they are going to be mandated to 
do so — which was the case for these 
Nevada local governments.

The principal partners had to 
develop an agreement to build the 
system, and each had to maintain 

QUARTERLY REPORT  |   DIGITAL COMMUNITIES

Joe Marcella, 
Las Vegas CIO

WIRELESS POOLING SAVES TEXAS COUNTY $95,000 PER YEAR
Bexar County has moved from separate wireless accounts with individual 

plans to one main wireless pooled account. Pooling is the process of purchasing a 
monthly set of minutes per unit and sharing those minutes across county depart-
ments, resulting in a reduced net cost per minute. The county analyzed this option 
and discovered that it was less expensive to do than an employee allowance plan.

The pooled county account includes 404 cellphones with 100 pool minutes/100 
free texts ($23.80 per month) and 334 smartphones with 300 pool minutes/
unlimited data and text ($51.74 per month). Both have 5,000 night and weekend 
minutes and unlimited mobile-to-mobile minutes. By pooling the wireless minutes 
countywide, we leverage spending and reduce costs. The minutes are reviewed 
monthly to assure we are optimizing the amount of minutes, adjusting for addi-
tional savings.

The combining of the accounts — from AT&T, Verizon and Sprint — into pooling 
also standardized the wireless plans and monthly billing. Formerly there were 
separate plans for high-end users versus lower plans for others, causing confusion 
on auditing, budgeting and payment processing. It also improves the inventory of 
the phones and the processing of chargebacks and payments. We are currently 
incurring a savings of $85,000 for the year.

At this time we are working with our wireless vendor to set up the county’s two 
aircard accounts into one and pool them. Out of 684 individual aircard plans, 110 
of those would be reduced from the higher-cost unlimited plan to the $37.99 per 
month plan, sharing 5 GB of data each. This is more than enough and would cover 
those high-end users and save on overages. We are projecting to have a savings 
of $10,000 for the year. Thus, through pooling we will save $85,000 for the cell-
phones plus another $10,000 for the aircards. 
— Catherine Maras, CIO of Bexar County, Texas
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individual proprietary systems. “We 
all have separate business licensing 
systems, but they are all now coordi-
nated and linked for data elements that 
are necessary for the multijurisdictional 
licenses. That means that if someone 
is a contractor and wants to go to 
the county and that’s their principal 
residence, they can still do business 
in North Las Vegas, Las Vegas and 
Henderson, simply by going to the 
county and signing up for it.”

There were three main benefi ts, said 
Marcella. “It causes us to all be collab-
orative, it facilitates a Nevada Revised 
Statute ...   and it creates a government 
cloud, which allows anyone to sign 
on, sign off , be a part or be absent.”

Some of the groundwork for the 
business license application was 
laid several years ago. Las Vegas, 
the Metropolitan Police Department, 
Clark County and the state of Nevada 
all participated in a project called 
Nevada Shared Information Tech-
nology Services (NSITS). Then-Gov. 

Jim Gibbons said NSITS provided “a 
governance model for the operation 
of a collaborative, cross-jurisdictional 
information technology infrastructure.”

Marcella also hosts all of southern 
Nevada’s animal shelter system on 
the Las Vegas government cloud. 
“I own the software, I license use to 
the other jurisdictions, and every-
body signs up to use it. I host it, and 
it’s a nonprofi t that runs the center. 
So you can see all the components 
there, which is typically diffi  cult to do 
contractually into an operating agree-
ment, and also host it in a single site.”

He also hosts MyNevada, a Web 
portal for questions on obtaining 
services that provides aggregate 
data from multiple jurisdictions. 

Two Takes on Outsourcing
Outsourcing all or part of a jurisdic-

tion’s IT operations has been an option 
for some time now, and San Diego 
County has been doing it success-
fully since 1999. The outsourcing 

contract is credited by the county 
CIO as staving off  recession-induced 
budget cuts to IT, as it is a contracted 
relationship that can’t be touched. 

Minneapolis has a long outsourcing 
track record as well, but according to 
the city’s CIO, the contractual rela-
tionship there shifted budget cuts 
to a dwindling city IT organization, 
and more cuts are pending. Here’s a 
closer look at the impact of large-scale 
outsourcing in both jurisdictions.

San Diego County
San Diego County is the poster 

child for IT outsourcing. Since 1999, the 
county has successfully transitioned 
through three vendor regimes, picking 
up lessons learned along the way. 
In 1999, the county fi rst contracted 
with CSC. In 2005, the county part-
nered with Northrop Grumman, and 
that transitioned to the third contract 
with Hewlett-Packard in May 2011. 

Through all those transitions, said 
former CIO Harold Tuck, the county 
improved its contracting, its ability to 
write terms and conditions, and its 
stability. “Some aspects of the contract 
certainly didn’t work in the beginning,” 
Tuck said. “We had a fair number of 
contractual disputes when I walked 
in on April 1, 2008. We had millions of 
dollars in dispute. We were disputing 
service delivery, projects not being 
on time, being over budget, we had 
unmet service-level agreements and 
penalties imposed.” And there was 
some confusion among staff  as to 
areas of responsibility. Now, there are 
only a few thousand dollars in dispute, 
and Tuck reorganized and created 
self-directed teams that raised morale 
and helped build a better working 
relationship with Northrop Grumman F

L
IC

K
R

/V
K

P
A

T
E

L

San Diego County is a go-to example of 
IT outsourcing: It has been utilizing this 
business practice for 13 years.
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I said no to the status quo and yes to ShoreTel UC 

Straying from the herd and avoiding the same old providers can be rewarding 
for your business. Just ask anyone who has rejected the status quo in favor of 
ShoreTel’s fundamentally different all-in-one UC solution. With no legacy in the 
way, ShoreTel designed complexity out for all-around ease that frees up your 
valuable IT resources, resulting in the lowest total cost of ownership guaranteed. 
So why settle for average when you can do so much better? Visit shoretel.com/sayyes
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that carried over to the most recent 
arrangement with Hewlett-Packard.

The 90-day transition from Northrop 
Grumman to HP went smoothly, said 
Cathy Varner, the San Diego County 
program manager for HP Enter-
prise Services. A large portion of the 
Northrop staff  was retained, and the 
company already had a major role in 
the contract. “We were a subcontractor 
and had what we believe are the core 
components. HP had the data centers, 
the help desk, we managed those 
portions of the contract, as well as 
on the application side, we managed 
Health and Human Services, which is 
the largest of the fi ve business units.” 

San Diego County’s IT crew consists 
of 16 staff  members in the County 
Technology Offi  ce including the CIO, an 
enterprise architect, a county informa-
tion security offi  cer, a communications 
person, administrative assistant, assistant 
CIO, staff  that do service management 
for infrastructure and applications, 
staff  to manage the contract, and staff  
members that liaise with county govern-
ment’s fi ve business units. Under the 
county’s General Management System, 
fi ve business group IT managers have a 
dotted-line reporting relationship to the 
CIO, which brings the total to 21. “And we 
have departmental IT coordinators who 
work for the larger county departments,” 
said Tuck. “They have a reporting 
relationship to their department head 
and to the group IT managers, and they 
represent approximately 40 people. 
So that’s about 61 people total.”

The outsourcing agreement doesn’t 
cover the sheriff ’s or district attorney’s 
offi  ces except for telephones, so about 
60 internal people handle those func-
tions for 13,500 county employees. “The 
rest of the IT delivery is done through 

Hewlett-Packard and AT&T, which has a 
subcontract with HP,” said Tuck, adding 
that the contract with HP is worth about 
$127 million per year.

Tuck credits some of the county’s 
success to stable personnel who have 
been involved with source selection and 
contract management since 1999. The 
San Diego County Board of Supervi-
sors, for example, has retained the same 
members since the 1990s. A governance 
structure, called the General Manage-
ment System, has been tweaked and 
improved over the years. Tuck also touts 
the IT Innovation Council that brings in 
Fortune 500 companies to meet with 
the county’s front-line employees. What 
began as a utility, said Tuck — simply 
managing a contract — evolved into what 
he calls a “transformative state” with HP.

Tuck said outsourcing has served 
the county well during the economic 
downturn, even though it was not done 
originally to save money, but instead 
to focus on the county’s strengths. “We 
invested over $100 million because 
we sold our landfi ll and invested that 
money in outsourcing and in our 
infrastructure. In 2007 and 2008, to 
the present time you have the horrifi c 
economic downturn, and organiza-
tions are asked to make budget cuts. I 
haven’t been asked to do that because 
we have a contractual obligation 
with Hewlett-Packard. None of my 
colleagues can make that claim.”

In contrast, the economic environ-
ment forced many local governments 
to delay replacing and upgrading 
software and it also left them, in many 
cases, more than one version behind 
vendors’ current operating systems. 
And in the worst-case scenarios, 
jurisdictions laid off  employees as a 
cost-cutting measure.

“My colleagues are consolidating 
and virtualizing servers,” Tuck said, 
“they have fewer physical servers in 
their data centers, they have more real 
estate available yet they still have the 
utility costs, and other costs responsible 
for running a data center, so they will 
want to do shared services to fi ll up 
their space because smaller organiza-
tions have the same concerns. So now 
outsourcing comes into play, and you 
have to consider it.”

So why aren’t other jurisdictions 
doing San-Diego-style outsourcing? 
Tuck said the city of San Diego and 
Orange County, Calif., have RFPs out, 
and others are considering it, but he 
suggested that putting members of 
public-sector unions into the private 
sector requires strong political backing 
that may be beyond the abilities of 
many jurisdictions. 

HP’s Varner said many jurisdictions 
lack a strong governance model, which 
she sees as essential to outsourcing 
success. She added that other munici-
palities sometimes allow departments 
to opt in or out, which defeats the 
enterprise view, scalability and ultimate 
success. “With the right governance 
model and commitment for success, 
county government can achieve the 
cost savings that San Diego County 
has achieved, and large or small, the 
formula can be replicated.”

HP provides help desk, work-
place services (desktop, phones and 
network), and applications hosted in 
two U.S.-based remote data centers, 
as well as the development and 
maintenance of the applications.”We 
do storage” Varner said, “and right 
now we’re involved in a transforma-
tion project with the county, which 
is developing their cloud strategy, 
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their mobility strategy and doing 
their applications rationalization.”

Varner said San Diego County 
wanted to know the total cost of owner-
ship for some of the applications as 
well as an overall view of its portfolio 
of more than 520 apps, including who 
uses them and how old they are.

“It was interesting to see how 
many apps were over a million users, 
obviously those were the public 
safety ones, versus two or three 
apps that were highly specialized.

“We were able to show them that 
if you touch this app, it impacts this 
upstream or downstream and also 
where they should be putting some of 
their investment dollars because some 
of these applications are going to be 
retired, some need to be maintained, 
and some need to be replaced.” 

In addition, she said, redundant 
functions like departmental case 
management systems were located and 
the county shown how consolidation 
could save money and create more of 

an enterprise view. The county’s agree-
ment with Hewlett-Packard runs until 
January 2018. 

Minneapolis
When Minneapolis’ outsourcing 

contract with Unisys smacked into the 
recession, it did not allow needed fl ex-
ibility, said CIO Otto Doll. Doll, formerly 
South Dakota’s CIO, said the contract 
was fi rst inked in 2003 and runs until 
2015. While cuts came to Doll’s in-house 
staff  and operations, the outsourcing 
contract was untouchable and that has 
been a source of frustration.

“My salary, staff  salary, money for 
new ventures, you keep eating away 
at that and you are left with fi xed costs 
and they may come back and say you 
need to cut more. And then what do 
you do? I’m faced with that right now. 
We’ve been given direction to cut more 
for fi scal year 2013, so I’m looking at 
this. … I’m against cutting staff  further, 
I do have a few outs in the Unisys 
contract, but it’s minimal.”

Doll said the cuts began before he 
started working for Minneapolis. In the 
years preceding his arrival, cut after cut 
was made not only in the IT department, 
but also across the city government. 
The outsourcing contract was renegoti-
ated in 2008 and 2010 to help with 
the fi nancial strain. “But ultimately it’s 
a diffi  cult thing to open up the contract 
because then you invariably have to 
extend it,” he said.

And now, nearly a decade after the 
contract began, the city must make a 
strategic decision.

“In 10 years, what worked and 
what hasn’t, and can we structure 
this so that it will work better for the 
next number of years? I’d love to 
run everything under the cloud, but 

technically you can’t do that. Nobody 
has a solution that can support that, 
and even if they did, we start learning 
how they architect and implement 
these clouds, and guess what? It’s 
not something where I can just move 
something from one cloud to another 
— a piece of cake, very little cost to do 
that — because if it was, it would make 
the cloud a commodity, and that’s a 
much diff erent game. I’m not saying it 
won’t ultimately move to that model, 
but right now there are things that lock 
you into a cloud and cost you some 
serious money to move from one area 
to another.”

The city’s agreement with Unisys 
is very comprehensive. “The PC that 
I use,” Doll said, “the servers that our 
applications run on, storage — you 
name it — it’s actually all leased by the 
city through Unisys. They do all of the 
operations, their guys support us from 
the desktop to the data center and they 
do a certain degree of networking.” 
Unisys also handles the service desk.

Doll’s staff  handles telephones and 
some user-perspective administra-
tion of major systems like enterprise 
resource planning. Doll’s group does 
application development and maintains 
some older information systems built in 
house. “I have some architects, some 
contract specialists, system architects 
to data architects, we have our own 
project managers, I have my own secu-
rity offi  cer, interagency coordinator, a 
couple of networking guys but more at 
the architecture side.” Doll has 57 posi-
tions total for the whole IT organization. 
“We’re very close to having the entire 
IT shop outsourced.”

“If we’re going to do an RFP and be 
running come January 2016, we have 
to start it now,” Doll said. 
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Minneapolis CIO Otto Doll 
says an infl exible outsourcing 
contract has decimated internal 
IT resources.

DC_section_Sept.indd   38 8/27/12   3:32 PM

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go
Page

®

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

Cyan Magenta Yellow Black

5    25  50   75   95 100

®

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



**Monthly charges exclude taxes, Sprint Surcharges (incl. USF charge of up to 17.9% [varies quarterly], Administrative Charge [up to $1.99/line/mo.], Regulatory Charge [$0.40/line/mo.] and state/local fees by area [approx. 5–20%]). Sprint Surcharges are not taxes or  
gov’t.-required charges and are subject to change. Details: sprint.com/taxesandfees. Phone requires a new-line activation (or an eligible upgrade) and a two-year Agreement. GPS reliability varies by environment. International services are not included. Sprint Business Advantage Messaging and 
Data: Offer ends 7/14/12. Talk Plan: Additional Anytime Min.: $0.25/min. Includes a $10/mo. Premium Data add-on charge (no discounts apply). Nights: Mon.–Thurs. 7pm 7am; Weekends: Fri. 7pm–Mon. 7am. Partial min. charged as full min. Any Mobile, Anytime: Applies when directly dialing/receiving 
standard voice calls between domestic wireless numbers as determined when the call is placed using independent third-party and Sprint databases. Standard roaming rates/restrictions apply. Only available with select Sprint plans and while on the Nationwide Sprint or Nextel National Networks (excludes calls 
to voicemail, 411 and other indirect methods). Voice/Data Usage Limitation: Sprint reserves the right, without notice, to deny, terminate, modify, disconnect or suspend service if off-network usage in a month exceeds (1) voice: 800 min. or a majority of min.; or (2) data: 300 megabytes or a majority of 
kilobytes. Prohibited network use rules apply. See in-store materials or sprint.com/termsandconditions for specific prohibited uses. Messaging: Includes text, picture and video for domestic messages sent or received. International messages sent or received from the U.S. are $0.20/
msg., and from outside the U.S. are $0.50/msg. SMS voice messages may incur an additional data charge of $0.03/KB. Data: Premium content/downloads (games, ringers, songs, certain channels, etc.) are an additional charge. Texts to third parties to participate in promotions or 
other may result in additional charges. Sprint Radio includes access to select radio channels and song downloads (cost varies). Sprint TV® includes select channels. Direct Connect: Nextel and PowerSource devices operate on the Nextel National Network. Sprint devices operate within 
certain EV-DO Rev. A coverage areas on the Sprint 3G Network. Group Connect (21 max. participants) currently operates between parties on the same push-to-talk network platform. International Direct Connect is not included. Android and other marks are trademarks of Google Inc. 
©2012 Sprint. All rights reserved. Other marks are the property of their respective owners.

Unlimited data, text, push-to-talk and calling to  

any mobile with a Business AdvantageSM Messaging and Data plan.

Get it all while on the Sprint network. Requires a two-year Agreement  

per line. Other monthly charges apply—see below.**

$79.99
 per month

sprint.com/sprintdirectconnect 
8-SPRINT-BIZ (877-746-8249)

Motorola® ADMIRAL™ 

Push-to-talk powered  

by Android™

Introducing Sprint Direct Connect.
 

Push-to-talk and enhanced data finally 
found each other. Sprint Direct Connect is the next-generation 

network that offers an improved data experience. Stay connected with your important 

contacts with the push of a button, and never worry about the meter running with  

an Unlimited data plan that allows you to text, push-to-talk and call any mobile as much 

as you want. All while on the Sprint network. Push-to-talk and enhanced data have  

come together to create a communication match made in network heaven.

 Designer Creative Dir.

 Editorial Prepress

 Other OK to go

100 Blue Ravine Road
Folsom, CA 95630

916-932-1300

PAGE

 Designer Creative Dir. Designer Creative Dir.

�

������������������������� ������������������������� �������������������������

���� ������� ������ �����

�������������������������

 Editorial Prepress Editorial Prepress

 Other OK to go Other OK to go



QUARTERLY REPORT  |   DIGITAL COMMUNITIES

New Methods Hit Old Restrictions
While strategic sourcing expands 

the spectrum of choices, some new 
options collide with restrictions based 
on old ways of doing things. Software 
as a service, for example, is obtained 
from the cloud by subscription. But 
while software purchase as a capital 
expenditure is a well traveled path, 
subscriptions are not. And govern-
ments attempting to share services that 
run on proprietary software encounter 
licensing restrictions. And since many 
governments perform similar func-
tions, some are off ering a government 
cloud approach to service delivery that 
public offi  cials fi nd more comfortable 
for critical applications or sensitive data. 
But government clouds encounter both 
subscription and licensing obstacles.

A year ago, Government Technology 
published an article about the need 
for more fl exibility in software licenses, 
shared hosting, concurrent licensing, 
etc. Those discussions continue, with 
some signs of improvement. However, 
many CIOs we recently talked to 
continued to cite licensing issues as 
an impediment to options ranging from 
virtualization to shared services.

The issue resurfaced, for example, 
most recently at a meeting of CIOs 
in San Diego, hosted by Tuck. When 
asked if changes are needed in soft-
ware licensing, Tuck said, “The answer 
is a resounding yes. In a shared service 
model, you would want to have an enter-
prise agreement for all the customers 
you are providing services to. In other 
words, a regional agreement. But how 
you get hardware and software vendors 
at the table willing to do that is the diffi  -
cult question.”

In addition to the need for regional 
licensing agreements, there is confusion 

40       September 2012 //  www.govtech.com

IDEAS FOR SMARTER PROCUREMENT
Local governments are still focusing on initial acquisition price, rather than total 

cost of ownership, said Jim Bard of Accenture’s principal management consulting 
operations practice. The cost of having a good or service over its life cycle is much 
more than initial cost, he said, and includes warranties, service, repairs and even 
the cost of energy and disposal of the assets when they are surplus.

Another problem he sees is bringing procurement organizations late to the 
party. “By the time procurement gets involved, oftentimes the various depart-
ments or agencies have already done a lot of due diligence and engaged the 
supply base in discussions,” said Bard. “When procurement gets in to actually 
do the competitive solicitation, there’s been some leverage that’s been given 
up.” That’s especially important in considering cloud-based options, he said. 

The economy has led to lengthened IT refresh cycles and postponement of 
big dollar upgrades or implementation of new systems, Bard said. Engaging 
the supply base and structuring competitive bids are good strategies. For 
example, said Bard, some government entities will comparison shop, by asking, 
“What would be our price if we bought this PC confi guration, and then what 
would be our price if we leased that?” While some of those deferred project 
upgrades may go back on track when the economy recovers, more effi  cient 
practices such as examining total cost of ownership will continue. 

Bard suggests engaging with the supplier and managing the relationship 
even after the contract is signed. The results, he said, in implementing a formal 
supplier relationship program can be a 3 to 5 percent savings in total procure-
ment spending. The key skills needed by procurement professionals include: 
data analysis, process modeling, market research and benchmarking, collabora-
tion, negotiation and supplier relationship management. 

Bard also sees a growing interest in cooperative purchasing through groups such 
as U.S. Communities, Western States Contracting Alliance or National Joint Powers 
Alliance. “These are examples where governments have come together and devel-
oped a lead contract that other governments can piggyback off  of or leverage.”

Bard said North Carolina is doing some innovative procurement through a 
volume purchasing initiative. “The state CIO’s organization got together with 
CIOs from other agencies and put together standard confi gurations for laptops, 
desktops and printers. They go out three times a year and ask agencies how 
many laptops and desktops do you need in the next period? They aggregate 
the need, and then conduct a reverse auction. They put out to the vendors, 
‘We want to buy 3,000 of this kind of PC,’ they receive bids for those committed 
quantities, and as a result of going out to market with a large single volume of 
the same confi guration, they have realized signifi cant savings.” 

In January, the state saved $3.7 million — or 50 percent of the original 
requisition value — by utilizing the reverse auction process to purchase 4,431 
PCs and more than 1,200 laptops for 16 agencies, according to Bard.

“This type of cooperative aggregated purchasing agreement is a very 
eff ective way to drive down the costs of IT,” he said.
— Wayne Hanson
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associated with sorting out the licensing 
legalese of this uncharted territory. 

Oakland County, Mich., CIO Phil 
Bertolini, for example, is aggressively 
pushing the envelope and is affl  icted 
with both licensing issues. Oakland 
County’s G2G Cloud Solutions could 
expand shared services beyond the 
county or even across the country. For 
applications developed in-house — such 
as the county’s online payments solution 
— county borders are not a problem, and 
subscribers can come from anywhere. 
But with anything that runs on proprietary 
software, he said, once outside county 
borders, the game changes, the rules 
are convoluted and the legal hurdles can 
bring things to a halt. 

“Their licensing for governments 
today forces me into a box,” he said. 
“It says I can only provide the tech-
nologies for my county entities — my 
county departments and divisions. So 
if I’m providing certain things to my 
local governments, that could impact 
my licensing model. And a lot of us are 
doing that now.” 

Understandably, vendors see 
governments providing services based 

on the vendors’ proprietary software 
as possible competitors. Bertolini said 
vendors categorize him as a service 
provider, and he understands their point 
of view, but he would like clarifi cation 
on licensing agreements. A jurisdic-
tion’s legal team can stop an initiative 
if the licensing agreement isn’t clearly 
spelled out. “It’s so convoluted on 
when you move from one license to 
another,” said Bertolini. “Is it an enter-
prise license? Is it a provider license? 
Then if I need one or the other, what 
do I have to do to procure that? And if 
I procure that, does it give me unlim-
ited ability to provide? There are all 
these things that are up in the air.”

Microsoft’s Stuart McKee — a member 
of San Diego County’s Innovation Council 
— said that from Microsoft’s perspec-
tive, software licensing is a “very small 
portion of the overall costs,” compared 
to the infrastructure portion of providing 
a shared service. “If one entity has a 
piece of software and they spin up a 
cloud-enabled service, and the other 
entity is using it, I don’t think it neces-
sarily requires the other entity to pay for it 
twice.” McKee said that if subscribers are 
using client software to access the appli-
cation, there could be licensing costs.

McKee said that when he was CIO 
of Washington state many years ago, 
he did compete with the private sector 
in some respects, and confusion may 
come from government’s practice of 
budgeting for capital systems. 

“Historically, with a Microsoft 
purchase, you buy bits and binaries and 
you got CDs and licenses and installed 
them on servers, and you used a capital 
budget to do that. In the cloud, you are 
buying a subscription. I’ve been in a lot 
of conversations where there’s a bunch 
of enthusiasm and ‘we’re going to the 

cloud, and this is exciting’ and then 
they get down to ‘how do we buy this?’  
They’ve never bought subscriptions 
before and so how do you categorize 
that? How do you deal with that; what 
are the terms and conditions?

“We’ve done a lot of stuff  around 
things like license mobility,” McKee said. 
“Customers that currently have agree-
ments with us … it allows them license 
mobility. They’ll take their licenses from 
on-premises into the cloud and back. 
We don’t believe it’s all or nothing.”

Former Montgomery County, Md., 
CIO Steve Emanuel — now CIO of New 
Jersey — said the computing para-
digm has changed in the past three 
years from per seat, server or CPU to 
software as a service or infrastructure 
as a service, and those models move 
away from physical boundaries. He 
likens the state providing services to 
a county or city in the same way that 
he’d off er vacant offi  ce space with 
some fees for heat and light. “We have 
to fi gure out how we can demonstrate 
that they don’t need to build the same 
house or the same building right next 
to us when they’ve got space in ours. 
It’s that whole sharing concept.” 

Neither Bertolini nor Emanuel said 
they have a solution to licensing, just 
that they need to partner with vendors 
so they can hash out the issue.

But there are signs of positive 
change. Las Vegas’ Marcella said the 
city uses Chameleon software for the 
animal shelter system, which it hosts for 
other jurisdictions. “Chameleon allows 
for either a government-hosted site, or 
they will host the application, so they 
are used to having multiple jurisdictions 
and having their system being able to 
partition and manage it.” In addition, 
he said, the city has a memorandum 

42       September 2012 //  www.govtech.com

IS OUTSOURCING THE ANSWER? 
SOME KEY QUESTIONS TO ASK
1. Would outsourcing be less expensive, off er 

better service to our staff  and public, or provide 
other advantages?

2. Do we have the political backing to put 
members of public-sector unions into the 
private sector?

3. Do we have the confi dence to commit to 
a contract that may lack fl exibility during 
changing economic circumstances?

4. Does our jurisdiction have a strong governance 
model that would mandate participation by 
all departments?
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of understanding for its Esri GIS with 
multiple layers managed by numerous 
jurisdictions, which is a vendor-recom-
mended model. 

Emanuel said the shared environ-
ment took some vendors by surprise. 
“We’ve seen it with Oracle. We defi nitely 
saw it with Microsoft, because Micro-
soft’s license mobility is a response 
to that.” And the changes go beyond 
just premises and cloud. “It could be 
someone else’s premises, and it could 
be multiple clouds. If we’re going to 
build in total fl exibility as the Internet 
and the cloud are supposed to provide, 
who cares where they get their service 
and data as long as it’s the current data 
and good service?” He said vendors 
must deal with not only open source 
software but also with cloud email 
providers. Emanuel added that it’s 
refreshing to see Microsoft’s licensing 
mobility option.

“We’ve been doing network-enabled 
services for quite a long time,” McKee 
said. “And that’s all the cloud is — it 
is just our ability to connect. But the 
diff erence with some of these cloud 
off erings is that we’re moving from 
products to services.” McKee said cloud 
is being promoted as a commodity 
or utility by vendors and experts. 
“But you’re not just buying software, 
you’re buying a service. So the quality 
of the service is what matters.”

McKee said the bigger question, 
which he doesn’t have any answer for, 
is about projects on a national scale. 
“Generally speaking, within a state, 
there’s a lot of jurisdictional law in place 
that addresses that.” One successful 
national example, he said, is the Wash-
ington State Digital Archives, which for 
years has provided infrastructure to 
other governments around the country.

“Sharing services is not just about 
technology — it’s sharing a police 
force, library systems, networks,” 
Emanuel said. “That’s the only way 
government can make some signifi cant 
reductions in infrastructure without 
cutting services. And they’re looking 
to technology to do that. The licensing 
model is just one small piece of it.”

Doll said he encountered licensing 
issues with virtualization. “We share 
resources with Unisys. Our storage is 
not on dedicated boxes, our data can be 
right next to some other client’s data, so 

when you share the processors, you will 
run into the same challenge as when 
you went to the virtualized arena.”

Due to the pricing structure, Doll 
said Minneapolis had to cut back on 
virtualization because it led to an 
increase in licensing. However, he 
added that licensing isn’t the only 
challenge — security, availability and 
accessibility to information, as well 
as having the facilities to handle 
required audits are all concerns.

 But the news isn’t all bad. Local 
governments are stepping up to 
the plate and handling the tough 
economic times as best as they can.

“I think we in government are hitting 
it out of the ballpark, with the innovative 
thinking about how we deliver services, 
and really putting us ahead of the 
private-sector organizations that don’t 
yet have to think this way,” Emanuel said.

This story could be one of IT organi-
zations hammered into defeat by relent-
less budget cuts and insurmountable 
obstacles, but it’s not. At a time when 
cities have actually gone bankrupt, and 
federal, state and local governments 
have suff ered cut after cut to keep 
afl oat in a sea of deep red ink, we found 
few pleased about the situation, but 
none defeated. 

Local government CIOs and IT staff  
have — in spite of all opportunity to do 
otherwise — managed to keep the lights 
on and servers humming, providing infor-
mation and services to the enterprise 
and public. The depth of their resilience, 
their ability to innovate, source strategi-
cally and quickly grasp and employ the 
latest technical advancements speak 
well of them and of America’s cities 
and counties. The future, with many 
obstacles kicked aside by a recovering 
economy, looks very bright.  
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STRATEGIC SOURCING 
AND (HOPEFULLY) A 
RECOVERING ECONOMY
How will strategic sourcing 
change as the economy recovers?

Harold Tuck: “As the economy gets 

better, I believe it’s going to slow down 

the direction to outsource. I believe that 

the model for outsourcing may end up 

being a data center, cloud and desktop 

support. Application development and 

application support most likely will stay 

in house.”

Steve Emanuel: “I think you are going to 

see shared services as a best practice. 

IT leaders hurt because they are already 

lean and effi  cient. I want to add training, 

and succession planning, rewarding 

people for measurable results.”

Phil Bertolini: “I think we’ve gone too 

far to go back. We’ve shifted the way 

we do business so much, and we’ve 

put effi  ciencies into the process that 

to go back just wouldn’t make sense. 

We’d be foolish to do that.” 

— Wayne Hanson
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Digital Communities are real places that understand and value the transformative 

power of broadband connectivity, core computing technologies and interoperable 

applications to improve the way government conducts business and interacts 

with citizens. The Digital Communities Program showcases solutions from leading 

technology companies that are specifi cally designed for communities and local 

governments that want to exceed the expectations of their citizens. In addition, the 

program provides a collaboration forum where community offi  cials discover and 

share emerging best practices and innovative community technology deployments.

Building 
21st-Century 
Communities
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C A S E  S T U D Y

Implementing a massive, city-wide tele-
communications upgrade may be a huge 
undertaking by itself. But the City of Arling-

ton, Texas, went one step farther. They did it 
in the shadow of the Super Bowl.

Game Plan
Back in 2010, City of Arlington offi  cials 

made the decision to upgrade the City’s 
aging telephone system. For years, the city 
had relied on an analog PBX system that 
lacked the security, stability and speed 
public organizations need to succeed in the 
modern era. Some city phones were missing 
even basic functions, like voicemail. Mainte-
nance costs were also high. Clearly, it was 
time for a change.

“We were looking for a system that had 
better failover capabilities, would meet the 
city’s current and future needs and would 
be relatively easy to manage,” said city IT 
infrastructure manager Beth Ann Unger. 
“Obviously, being public sector, aff ordability 
was essential.”

To implement a system that would 
maximize productivity and decrease 
operations and maintenance costs, Arling-
ton partnered with communications fi rm 
Westron, which helped outfi t the city with 
a modern unifi ed communications system 
from ShoreTel. Over 2,000 ShoreTel VoIP 
handsets were installed at approximately 
65 separate city sites from September 
2010 to December 2011. Westron and 
Arlington took a phased approach to 
implementation, swapping out the old 
analog phones and replacing them with 
VoIP models gradually, one site at a time. 

The city also took the opportunity to put 
in place ShoreTel Enterprise Contact Center 
to handle citizen-to-city communications. 
Enterprise Contact Center helps the City of 
Arlington take calls from citizens, route calls 
to the proper department and provides the 

option for citizens to request a call-back 
instead of waiting on hold. Combined, 
the services provided by ECC make 
citizen-to-city communication faster and 
more convenient.

Smarter, Faster, Safer 
The benefi ts of the new system for the 

city itself became obvious immediately. All 
city department phones, including those 
for emergency services like fi re, police and 
ambulance, are now integrated on a single 
platform. System coordination and mainte-
nance are now much easier. “Everybody has 
the same system, including voicemail,” said 
Unger. “This is really a lot easier to manage 
than our previous system.”

In the old days, when phone lines at a 
city site went down, any and all depart-
ments located at that site were simply 
cut off  from the rest of the city. Now, “If 
a phone switch goes down, [the system] 
automatically re-routes those calls to an 

adjacent site, so the site continues to 
function. In providing citizen services, that’s 
extremely important. We want to be avail-
able to our citizens,” said Unger.

For his part, Network Services Supervisor 
Scott Woody appreciates the way the new 
system enables operation from a central 
location. “We can set things up centrally and 
make a change, really quick, and be up and 
running again in a few minutes,” he said.

The most innovative element of the 
new system may be its portability. The city 
installed ShoreTel unifi ed communications 
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Game Face
The City of Arlington, Texas, unifi es its communications around a big logistical hurdle.

“We can set things up 
centrally and be up 
and running again in a 
few minutes.”
Scott Woody, Network Services Supervisor

Arlington’s new unifi ed communications system allowed the city to handle the 
Super Bowl with increased effi  ciency.
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models in mobile command vehicles 
owned by the city. Using this technology, 
these vehicles — operated by emergency 
response services — can stay connected 
to the city network from anywhere. The 
phones in police and fi re vehicles work 
exactly like those at permanent sites. It’s 
a great asset for emergency responders 
working in the fi eld.

“We don’t want someone trying to fi gure 
out how the phone works when they’re 
dealing with an emergency situation,” said 
Woody. “It’s the same phone they have 
back on their desk at the police or fi re 
station. It integrates nicely into everything.”

“It’s just another switch,” added Unger. 
“It was a very easy transition for us, from a 
support and management perspective.”

Super-Sized Hurdle
Of course, deploying a city-wide system 

is never easy, and Arlington’s logistics were 
further complicated by the presence of the 
Super Bowl in early 2011. The city halted 
the implementation process for three 
months in the run-up and immediate after-
math of the game. Luckily, enough work 
had been done beforehand to ensure the 
city could manage all Super Bowl-related 
events with aplomb, and the new system’s 
capabilities increased effi  ciency in handling 
the event.

“Setting up, getting ready for the Super 
Bowl, we had some temporary facilities that 
had to be built within a week,” said Woody. 
“If we didn’t have an IP phone system, I think 
it would’ve been a lot more diffi  cult to get 
[service] out there for them.”

“We set up a temporary Public Safety 
Village with mobile commands from fi re and 
police, mobile communications trailers, and 
folks on site from the FBI and ATF,” added 
Unger. “We had a fully functional network 
in a relatively short amount of time. Using 

ShoreTel allowed us to set up those phones 
very quickly.”

Aside from the Super Bowl, the city ran 
into more garden-variety implementation 
concerns related to the change. “I think one 
of the biggest challenges was just helping 
everyone understand the new technology,” 
said Unger. 

Once personnel embraced the new 
technology, the learning process went very 
smoothly. “The transition was easiest for 
those who were able to attend the training 
sessions,” said Unger.

And one of the most common challenges 
faced by public entities — off ering the 
required technology for today and the future 
while not going over budget — turned out to 

be a non-issue. “We were on schedule and 
on budget,” said Unger.

Lessons Learned
Throughout the process, offi  cials with 

the City of Arlington learned the value of 
stating clear goals, having strong oversight 
and developing a good relationship with 
vendors like Westron and ShoreTel. 

“I think one of the keys to success is 
strong project management and a good 
vendor partnership,” said Unger. “With a 
large deployment such as this, whoever 
you choose to be your implementer, it’s 
important that they’re skilled and work with 
you as partners, almost as an extension of 
your staff .”

ShoreTel
For more information, please visit:

http://www.shoretel.com/solutions/by_industry/government.html

“We don’t want someone trying to fi gure out how 
the phone works when they’re dealing with an 
emergency situation.”
Scott Woody, Network Services Supervisor
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 C A S E  S T U D Y

Public sector offi  cials committed to 
adopting innovative systems and pro-
cedures often run up against political 

and bureaucratic hurdles. The forward think-
ers at New York City’s Health and Hospitals 
Corporation (HHC) learned this inconvenient 
truth fi rsthand several years ago when they 
began exploring the idea of updating the 
HHC’s Active Directory infrastructure.

“People always, or for the most part, are 
resistant to change once you are operating 
a certain way for years,” says Corey Cush, 
HHC’s vice president of infrastructure ser-
vices. “Initially there was a lot of resistance 
and, I guess, doubt.”

Cush and his colleagues at HHC were 
proposing a massive departure from the 
status quo. HHC is a $6.7 billion corporation 
running 20 hospitals and approximately 80 

community-based clinics throughout the fi ve 
boroughs of New York City, serving around 
475,000 patients. Meanwhile, HHC’s infra-
structure was broken up into no fewer than 
eight Active Directory domains for email, 
messaging and records. “Each one of them 
operated kind of autonomously, as its own 
business unit,” Cush says. It was an outdated 
and ineffi  cient system, but it was familiar. 
Forward-thinking insiders, however, knew it 
was time for a change.

Finding a Running Mate
In 2006, leaders at HHC decided to 

consolidate HHC’s eight Active Directory 
domains into a single directory, or “forest.” 
Along with this consolidation came a stan-
dardization of domain functions across all 
eight existing forests. 

For help planning and executing the 
migration to the single directory, HHC joined 
forces with Quest, who impressed corporate 
leaders throughout the course of the project. 
“Quest gave us fl exibility,” says HHC Project 
Manager Khalia Smith. 

Quest’s tools would allow HHC to syn-
chronize its old systems with its new one. 
When it came time to fully transition a facility 
to the new system, users wouldn’t notice any 
disruption or change. “It was seamless for the 
user,” says Smith. “They weren’t aware that 
they were logging in to a new domain.”

In addition, the handy reporting features 
in Quest’s software allowed HHC to track the 
migration process in real time, and respond 
immediately to mistakes or failures. “We actu-
ally knew ahead of time if a migration failed, 
so we could send a technician immediately 
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For Health IT’s Sake
NYC’s Health and Hospitals Corporation partners with Quest to maximize patient care through better 

use of technology.

Jacobi Medical Center, a member of NYC’s Health and Hospitals Corporation.
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versus waiting for a user to call and say ‘My 
workstation blew up,’ “says Smith.

Getting Off  the Starting Line 
To overcome bureaucratic and politi-

cal inertia for a project of this magnitude, 
proponents embarked on a sustained public 
relations (PR) campaign.

“Most challenges we faced weren’t 
technical challenges, but political challenges,” 
says Cush. “It took some education, as well as 
PR work, in order to smooth people over 
in that sense. … Anything of this magnitude 
needs backing all the way up to the 
president’s level.”

After winning the necessary support, 
the time came to actually put the ambitious 
plan into action. At this point, proponents 
ran up against a logistical problem: fi nding 
the time to revamp a system on which 
thousands of health care professionals and 
patients rely non-stop.

“We’re a hospital, so we’re 24 by 7 by 365, 
and doing migrations [for us] is not like doing 
migrations for a bank or private industry,” 
says Cush. “The ER departments, the OR 
departments, they stay open continuously. 
Scheduling those migrations was very hard.”

“The 24 by 7 [requirement] was one 
of our biggest constraints,” adds Smith. 
“Confi guring with the departments, working 
with the local IT folks, this wasn’t a local-
ized project.” HHC had to work around the 
schedules of the individual departments and 
facilities to perform migrations, which each 
required multiple system reboots.

Gaining Momentum
By December 2011, all eight of HHC’s 

old Active Directory domains had been 
successfully consolidated into one standard-
ized forest. The benefi ts of the new system 
were immediate, obvious and appreciated. 

For one, doctors and other HHC-affi  liated 
staff  can now sign on and access informa-
tion from any facility with a single sign-on ID. 
Before the migration, they would have eight, 
one for each separate directory. Forgotten 
usernames and passwords were common. 

That’s now a distant, unpleasant memory. 
“They can go to Brooklyn and sign in; they 
can go to Manhattan and sign in; the Bronx, 
it doesn’t matter,” says Cush. 

Another major advantage of the new 
system is the amount of savings it generates. 
“The research proves it, and we’ve seen 

it fi rsthand, the cost benefi ts and savings 
[of consolidation], both software-wise and 
administrative-wise,” says Cush. 

On top of the savings was the benefi t of 
added IT security. With all of its information 
under one umbrella, HHC now has better 
control over its data — and is saving more 
money at the same time, due to the lower 
overhead administrative costs associated 
with having a lone system.

Crossing the Finish Line
Today, HHC’s consolidated Active Direc-

tory is generating savings, enhancing data 
security, making health care professionals’ 
jobs easier and contributing to better-quality 
patient care as a result. “At the end of the 
day, this was all related to providing better 
patient care for our community in New York 
City,” says Cush. “That was the main goal.”

With a new system that makes the jobs 
of 44,000 health care professionals and 
support staff  easier, that goal has certainly 
been obtained.

Quest Software
Quest Software simplifi es and reduces the cost of managing IT for more than 

100,000 customers worldwide. Our innovative solutions make solving the toughest 

IT management problems easier, enabling customers to save time and money across 

physical, virtual and cloud environments.  

For more information visit www.quest.com/public-sector,

call 800-306-9329, or e-mail DigitalCommunity@quest.com.

“The research proves it, and we’ve seen 
it fi rsthand, the cost benefi ts and savings 
[of consolidation], both software-wise and 
administrative-wise.”
Corey Cush, Vice President of Infrastructure Services, HHC
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C A S E  S T U D Y

Technology is great, but it has a shelf 
life. Sooner or later, even the most 
expensive, top-of-the-line techno-

logical asset devolves into a liability. Time 
and use combine to break down and burn 
out just about everything that depends on 
electricity, from high-end servers to simple 
word processors. 

When the time comes to replace legacy 
hardware or software, organizations have 
a choice — simply upgrade to the latest 
version of the existing system, or take a leap 
of faith and invest in something promising 
but untested. Public entities may be inclined 
to choose the former path, due to budgetary 
concerns and an institutional tendency to 
“play it safe.” But Plano, Texas, decided to 
buck the trend, embracing risk for the sake 
of opportunity. 

A New Direction
Early in 2012, 20 of Plano’s 100 virtual-

ized server environments reached the 
end of their four-year life cycle and the 
city needed to replace them. Instead 
of simply upgrading to the latest version 
of their current servers, however, 
the city elected to migrate to a new 
Hyper-V environment. 

Why? The primary reason was a common 
one for the public sector: money.

“It was primarily due to fi scal reasons,” 
explained David Stephens, Plano’s director 

of technology services. “The licensing for 
the Hyper-V environment was included in 
our Microsoft enterprise agreement [EA], as 
opposed to having to pay for the additional 
third party virtual server licenses outside of 
our EA. We saw some cost savings.”

The city plans to migrate its remaining 
servers over to the Hyper-V platform gradu-
ally in the coming years, as the rest of its 
current fl eet reaches end-of-life. Beyond the 
fi scal advantages gained from the switch, 
switching to Hyper-V will, according to 
Stephens, allow Plano to better leverage its 
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Taking Chances
Plano’s server migration is helping the city save money and improve performance while bucking 
the status quo.

“We’re able to utilize the infrastructure we’ve
already got in place.”
David Stephens, director of technology services, Plano, TX

Plano is one of the 10 
largest cities in Texas.
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existing infrastructure, making sure no capac-
ity or capability goes to waste.

“As a result of migrating to the Hyper-V 
environment, we’re able to utilize the 
infrastructure we’ve already got in place 
to support our Windows environment,” 
Stephens said.

Compared to the old system, the Hyper-V 
environment also provides much-improved 
failover capability, helping the city maintain 
operations during emergencies and outages. 
“It gives us a lot more fl exibility from a disaster 
recovery perspective,” said Stephens. “We’re 
able to extend our virtual farm to our disaster-
recovery site and make it transparent for the 
failover. We don’t have to worry about getting 
[data] from point A to point B. It’s virtually there.”

Lastly, Hyper-V provides an easier overall 
IT management experience than the old 
environment, in part due to its Microsoft 
label. “We use a lot of the Microsoft manage-
ment tools, and being a Microsoft product, 
it just folds in nicely from a management 
perspective,” said Stephens. “It adds another 
layer of management tools on top of our 
current infrastructure.”

 
A Collaborative Eff ort

For help with the migration, Plano part-
nered with CDW-G. The technology provider 
impressed the city with its knowledge 
and experience.

“We were looking for a partner who 
had gone through this before and had the 
ability to hit the ground running. We didn’t 
want them to learn at our expense,” said 
Stephens. “CDW-G was able to show us 
where they had done something similar 
to this at several other locations, on the 

corporate side as well as the public sector 
side. We felt they had good capability and 
would be a good partner to help us learn 
the process that we will continue to carry 
on ourselves.”

For its part, Plano dedicated two IT 
personnel to the project, backed up with peri-
odic assistance from the rest of the city’s 50 
IT staff  members. “We have a lot of people 
that have been involved,” said Stephens.

A Learning Experience
Scheduling the right time to perform the 

migrations was one of the biggest chal-
lenges for the city.

“Some of the systems we converted over 
were public safety systems, said Stephens. 
Scheduling a time with them when we 
could take a two-hour outage to convert 
them over was tough.” Eventually, the staff  
resorted to working whenever demand 
for the system was lowest. “After we went 

through a couple of these, we realized 
some of these would have to be done in the 
middle of the night. We would start at 1:00 
a.m. on some of those.”

The process, from beginning to end, was 
a learning experience — diffi  cult at times, 
but invaluable for future work. “As a pilot 
[program], we were trying to document the 
steps as we were going along,” said Ste-
phens. “We were trying to allow us enough 
time —that’s where we were bumping up into 
[trouble] on some of those. Just because of 
the amount of data we had to convert over.”

Forging Forward
Stephens hopes that this initial switch 

to Hyper-V, the fi rst phase of a long-term 
migration project, will help the city hone 
its skills and prepare for the work to come. 
CDW-G was a great help in that regard. 
“We’re looking for some best practices and 
guidance on the process, and that’s where 
CDW-G was able to help us. So with the 
knowledge staff  gained during this, they’re 
able to plan the rest of the migrations.”

CDW-G had personnel on-site as all work 
was performed, and there was some remote-
site support as well — a combination, said 
Stephens. This easy access to assistance 
made Plano’s job much easier.

Going forward, Plano’s IT infrastructure 
will continue to lead the pack as more and 
more of the city’s virtual servers migrate 
to the Hyper-V environment. By enabling 
greater effi  ciency, increased disaster-
recovery capability and higher cost 
savings, the new system will help keep 
Plano ahead of the virtualization curve for 
years to come.

CDW•G
For more information on how CDW•G can help your agency, please visit:  

www.cdwg.com/stateandlocal
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C A S E  S T U D Y

Calgary, Alberta, is a leader in citizen 
engagement. In 2005, it became 
the fi rst Canadian city to adopt 

“3-1-1” as a single number for citizens to call 
with non-emergency questions or requests.

Since then, Calgary’s 3-1-1 Center has 
continued to lead, making municipal govern-
ment ever more accessible, responsive 
and accountable. And Calgary has blazed 
additional trails in the 3-1-1 world. While using 
Motorola’s PremierOneTM Customer Service 
Request (CSR) system to manage citizen 
services, the city also is using the technology 
to administer a wide range of internal work 
processes. Calgary continues to improve its 
services while making city operations more 
effi  cient, delivering greater value for the 
taxpayer dollar. 

When Calgary’s government leaders 
decided to establish a 3-1-1 system, they 
had four main goals in mind. They wanted 
to provide: 
• an accessible system that citizens could 

reach easily, 24/7; 
• a consistent and accurate response, no 

matter who handled the call;
• specifi c service commitments, with tools 

that held business units accountable for 
those promises; and

• business intelligence to support better 
strategic and budgetary decisions. 
“The real issue was improving customer 

service and access,” said Terry Pearce, 
Calgary’s Manager of Citizen Services. At 
the same time, the new system would amass 
large volumes of data that could support 
tracking, trending and reporting. By 
providing a deeper understanding of city 
operations, the system would reveal 
opportunities for money-saving effi  ciencies. 

In 2011, Calgary’s 3-1-1 Center fi elded 1.2 
million calls and logged 595,000 service 
requests. More than half the calls the Center 
receives are simply questions. Thanks to 

CSR’s vast knowledge base, the service 
representative who takes such a call usually 
fi nds the answer with just a few keystrokes. 

When a caller asks for service — report-
ing uncollected trash, for example, or 
requesting a permit for a block party — the 
rep enters one or more keywords to bring up 
the correct pre-confi gured service request 
from the Contact Center database. The rep 
enters the necessary details, and CSR routes 
the request to the appropriate business unit. 
Calgary currently has 542 service request 
types in the CSR system, supporting 28 lines 
of business. 

Citizens who like to communicate online 
can submit any of 83 service request types 
through Calgary’s website, Calgary.ca. 
Starting in September 2012, citizens will also 
be able to make service requests through 
their smart phones. 

Taking 3-1-1 Higher
Many municipalities operate contact centers 

that fi eld questions, take requests and track 
service delivery. But Motorola’s technology has 
helped Calgary raise 3-1-1 to a high art. 

For example, when a new situation 
prompts numerous calls about the same 
question — such as where to park for an 
upcoming event —information is added to the 
knowledge base and automatically presented 
to the agent on a future keyword search. The 
bigger that database grows, the more likely 
that reps can answer questions themselves, 
rather than transfer routine calls to busy 
specialists in various business units, Pearce 
said. “The knowledge base satisfi es roughly 
half the inquiries we receive by phone.” 

Another benefi t of the system’s power is 
the way business units use data from CSR 
to help streamline their operations. That 
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3-1-1 Pioneer
Using its Customer Service Request platform, Calgary keeps discovering new ways to enhance service
and work more effi  ciently.

The City of Calgary takes 
3-1-1 technology to the 
next level to make internal 
operations more effi  cient.
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was the case for Calgary’s Fire Prevention 
Bureau, which conducts fi re inspections for 
businesses. After analyzing data collected in 
CSR, the Bureau restructured itself to operate 
more effi  ciently. 

“They determined that instead of fi ve 
operating offi  ces, they really needed only 
four,” said Glenn Dreissigacker, 3-1-1 business 
coordinator with the city. “They used the 
same data to redistribute the number of 
staff  in those individual offi  ces to better 
refl ect the workfl ow.” 

CSR also saves Calgary’s business units 
money by identifying duplicate service 
requests —complaints from multiple citizens 
about the same pothole, street light or other 
problem. In the past, because of duplicate 
calls, business units often dispatched crews 
to attend to problems that had already been 
fi xed, wasting time and money. 

“In 2011, over 6,400 duplicate requests 
for services already brought to the City of 
Calgary’s attention were identifi ed through 
the use of the PremierOne technology,” said 
Pearce. “It is obvious that signifi cant unneces-
sary dispatching of crews has been avoided, 
resulting in substantial savings.”

When a natural disaster strikes, the fl ex-
ible CSR software helps employees in the 
3-1-1 Center quickly accommodate emerging 
needs. After a fl ood several years ago, for 
instance, Alberta’s provincial government 
required a way to register complaints about 
non-insured losses in Calgary. “We built that 
service request in less than an hour,” said 
Clarke Bellamy, a 3-1-1 business coordinator. 

During disasters, 3-1-1 staff  have also 
connected CSR to systems in the city’s 
Emergency Operations Center (EOC), Pearce 
said. “Selected data is posted to a view in 
EOC so resources can get an idea of where 

the public is reporting issues such as 
fl ooding, basement seepage, sewage 
backup and manhole covers blowing off .” 

City council members use reports from 
the system to learn about citizens’ complaints 
and the city’s response before community 
meetings. “They can study the data ahead 
of time and be prepared for the issues that 
might come forward,” Pearce said. “Or they 
can use the data to show that there have 
been improvements in performance.” 

The Inside View
While Calgary is using CSR to manage 

service delivery in a host of creative ways, 
the city’s most striking innovation lies in 
the way it uses the platform to administer 
activities within city government.

“Out of the 542 service request types 
in the system, we have 98 that are geared 
toward an internal audience,” Bellamy said. 

For example, the 3-1-1 Center has a 
service request to cover the job of bring-
ing a new hire onboard, such as adding 
that person to payroll and providing access 
to the information technology (IT) system. 
The same work occurs in reverse when an 
employee leaves the department. 

Center staff  also use CSR to hold them-
selves accountable when other departments 
ask them to reconfi gure service requests, or 
to modify other aspects of the 3-1-1 system. 

“We can measure, by business units, how 
well we’re performing those services on their 
behalf,” Bellamy said.  

Data collected about their activities over 
the years helps coordinators like Bellamy and 
Dreissigacker predict when such requests will 
keep their hands full, and when they’ll have 
time to tackle big new projects. “We try to 
align new projects and resources, using the 
tool to identify the actual workfl ow coming in,” 
Bellamy said.  

Beyond the 3-1-1 Center, other business 
units use CSR to manage internal work 
processes as well. One example is the 
Development and Building Approvals (DBA) 
unit, which has a service request type called 
Internal Issues Management. 

DBA uses this function to monitor service 
delivery issues that might create political prob-
lems or other complications if not handled 
impeccably. “By tracking these in the system, 

they can ensure that appropriate communica-
tion is provided to mitigate risk and keep them 
in a proactive posture,” said Pearce.

These are just a few of the innumerable 
ways in which CSR’s business intelligence 
capacity helps keep Calgary ahead of the curve. 

“We’re sitting on a gold mine of data,” said 
Bellamy. “We’re becoming more strategic 
rather than reactive. We’re seeing increased 
effi  ciencies in the overall workfl ow process. 
And we’ve got all the data in one place.”

For more information, please visit www.motorola.com/premieronecsr

MOTOROLA, MOTO, MOTOROLA SOLUTIONS, PREMIERONE and the Stylized M Logo are trademarks or registered trademarks 

of Motorola Trademark Holdings, LLC and are used under license. All other trademarks are the property of their respective owners. 

© 2012 Motorola Solutions, Inc. All rights reserved

“In 2011, over 6,400 duplicate requests for 
services already brought to The City of Calgary’s 
attention were identifi ed through the use of 
PremierOne technology.”
Terry Pearce, Manager of Citizen Services
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C A S E  S T U D Y

When the citizens of Winnipeg 
want to know where to pick 
up sandbags in the middle of 

a disastrous fl ood, they know who to call: 
the city’s 3-1-1 information line. When they 
want to schedule a tee time at the public 
golf course on a beautiful day, they also 
know who to call… 3-1-1. And that’s just the 
way the city likes it.

“3-1-1 provides a single point of access 
for citizens to fi nd information and request 
services,” said Melanie Swenarchuk, the 
city’s 3-1-1 contact centre manager. “It’s 
a front door to the City of Winnipeg, 24/7, 
for their convenience.”

Many other cities have implemented 
similar systems, but almost none have 

integrated them so extensively 
into city operations. For the 
residents of Winnipeg, there 
is literally one number to call, 
for any city-related queries of 
any kind: 3-1-1. “It’s an easy-
to-remember number,” said 
Swenarchuk. “It has really 
engaged citizens.”

Knowing Who to Call
Unlike many existing 

3-1-1 call centers, 
Winnipeg 3-1-1 is not just 
a switchboard; it acts as 
a centralized information 
and resource assis-
tance service for all city 
residents. Whenever a 

citizen has a question 
about Winnipeg operations or wants to 
report an event or situation of importance 
to the city, the 3-1-1 contact centre is 
available to take their call (or email, or fax) 
and provide the right answer immediately 
without having to refer to back-offi  ce staff  
and systems.

The system negates the need for citi-
zens to contact departments directly, with 
the exception of emergency services. In 
fact, as soon as 3-1-1 went live, direct calls 
to 22 diff erent departments were routed 
to the call centre. “There are no individual 
[department] phone numbers published 
any longer,” said Swenarchuk. 

Today, 3-1-1 receives close to 2 
million calls per year — 5,000 to 8,000 
per day — along with 200 to 250 daily 
emails. Seventy percent of this outreach 
is from constituents who are only 
seeking information. 

It is a drastic improvement over the 
old way of doing business. Before, 
“citizens didn’t really know who to call 

[for help]. With so many diff erent numbers, 
it could get really confusing. They didn’t 
know quite how to reach the city,” said 
Swenarchuk. In addition, 3-1-1 allows the 
city to compile data on calls, helping it 
track peaks and valleys in usage, measure 
performance, and ultimately respond 
more eff ectively to constituent needs.

Passing Stakeholder Tests
Winnipeg 3-1-1 went live in early 2009, 

just seven months after the implementation 
process formally began. Vendor selection 
took place in June of 2008, when the city 
contracted KANA and its Lagan solution to 
help put its ambitious 3-1-1 plan into action. 

The aggressive timeline set Winnipeg 
apart from other 3-1-1 adopters, and was 
supported by local politicians and offi  cials. 
“There was very strong direction and 
support from elected offi  cials to literally 
have one phone number for the city,” said 
Swenarchuk, who credits the project’s 
success to this high level of commitment 
and leadership. 

Even with signifi cant support, not 
everyone was originally enthusiastic about 
the idea. Some of the main benefi ciaries of 
the system — citizens of Winnipeg — were 
ambivalent in the beginning. After years 
of familiarity with using public directo-
ries to look up numbers for departments 
and agencies, and calling these entities 
directly, many were wary of a one-size-
fi ts-all phone number and contact centre 
upending their tried-and-true routine. 

As hoped, the system acquitted itself 
admirably, and soon enough, even critics 
came onboard. “Now, citizens call [3-1-1] for 
anything and everything,” said Swenarchuk.

A few city departments were also hesitant 
at fi rst. “We didn’t have the same level of 
buy-in from all the departments,” said Swenar-
chuk. “There’s always the fear that you’re not 

City Services on Speed Dial
Winnipeg’s 3-1-1 system makes citizen-to-city communication easier than ever.
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going to be able to do it as well as they 
could, or have been, for many years.” 

Once the benefi ts of 3-1-1 became 
evident, however, the departments who 
initially had some hesitation came around 
as well. “We have really great relationships 
with departments,” said Swenarchuk.

Ensuring Eff ectiveness
While some citizens feared getting 

sub-standard service from the 3-1-1 call 
centre as opposed to a department 
subject-matter expert, painstaking prepa-
ration took care of such concerns. Each 
call centre employee — all 110 of them 
— is backed up by Winnipeg’s impressive 
knowledge base which feeds the call-in 

“scripts” that help fi nd the information 
needed to answer caller questions, follow 
up on caller requests, and ensure a high 
level of fi rst-call resolution. 

“We built our scripts in such a way 
that they were intuitive and adaptable, 
so depending on how the citizen poses a 
question, we can quickly and easily guide 
through the scripts to fi nd the information 
we are looking for,” explained Swenarchuk. 
“We’ve built over 700 service types, or 
service requests, within our system since 
we’ve gone live.”

Departments have embraced 3-1-1, 
since it makes their jobs easier. Rather 
than spending time on the phone relaying 
information, subject-matter experts can 
focus on getting other tasks completed. 

“The departments don’t have to have their 
experts on the phone,” said Swenarchuk. 
“We [3-1-1] can handle that aspect.”

Bonus Points
3-1-1 has also been a boon during 

times of emergency such as fl ooding, or 
in response to widespread situations like 
frozen street drains (catch basins which, 
when frozen, impede the fl ow of snow 
melt resulting in fl ooded streets). Citizens 
now know exactly who to call for city 
status updates and information for dealing 
with unexpected events. The result has 
been a marked increase in citizen engage-
ment and volunteer coordination during 
critical periods. 

“It’s really engaged the citizens, having 
3-1-1 in place, because they have a single 
point of contact they can call to fi gure out 
how they can help or assist,” said Swenar-
chuk. “Before, they were really reliant on 
the radio and media. It’s kind of taken on a 
life of its own, depending on what’s going 
on in the city.”

Beyond call center statistics, city 
leadership has realized some additional 
benefi ts that have supported the mayor’s 
goals of greater transparency and 
accountability. With the ability for the fi rst 
time to gain visibility into service levels 
across all departments and parts of the 
city, Winnipeg 3-1-1 has been able to 
work with elected offi  cials and depart-
ments to show performance and apply 

this information to budgeting and plan-
ning. For example, customized reports 
at the ward-level are distributed monthly 
and provide a range of service statistics 
including types of services requested by 
location. This information enables better 
resource allocation and planning. 

What’s Next
While the bulk of Winnipeg 3-1-1 inter-

action with citizens has been primarily 
via phone and email, the city continues 
to expand and promote the self-service 
option. The city is also planning to add 
mobile applications so that citizens can 
request information and services directly 
from their mobile devices anytime, 
anywhere. While social media tools 
like Facebook and Twitter are currently 
used corporately and by a number of 
departments like transit to keep citizens 
informed of public transportation delays 
and route or schedule changes, down the 
road Winnipeg 3-1-1 will also consider how 
to further incorporate Web 2.0 tools as 
another channel for 3-1-1 service delivery. 

Continuing to build and enhance the 
knowledge base is an ongoing priority. To 
that end, Winnipeg 3-1-1 is participating in 
a pilot project using a social business tool 
for city employees across departments 
to collaborate and share documents and 
ideas internally. Once these new ideas 
and documents are fi nalized among the 
group, they are posted to the knowl-
edge base so that the customer service 
representatives have access to the latest 
information to share with the public.  

Fast, easy and eff ective, 3-1-1 is helping 
both Winnipeg citizens and employees 
live better. And that’s just the way the city 
likes it.

“It’s a front door to the city of Winnipeg, 24/7, for 
their convenience.”
Melanie Swenarchuk, 3-1-1 contact centre manager

KANA
To fi nd out more about KANA’s solution for 3-1-1 contact centers, visit: 

www.KANA.com or call us at 800-737-8738
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Big (Blue) 
Brother
Software monitoring New York 
City’s fi nancial district could save 
lives, but at what cost? 

Mayor Michael
Bloomberg says new 
intelligence software 
will make city police 
more eff ective. 

DEPT NAME
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By Matt Williams /  Associate Editor

New York City offi  cials in August 
revealed next-generation software 
that’s being used to fi ght crimes and 

terrorism in the city’s fi nancial district.
Integrated within the Lower Manhattan 

Security Initiative Command Center, the 
Domain Awareness System is NYC’s attempt 
to build a true one-stop shop for intelligence 
that’s accessible in real time to New York 
Police Department (NYPD) offi  cers and other 
law enforcement personnel.

Designed by the NYPD with tech-
nical assistance from Microsoft, the 
system combines multiple data sources 
— license plate readers, radiation detec-
tors, 911 call information, public and 
private surveillance cameras, criminal 
records and incident reports, and predic-
tive analytics — into a single dashboard. 
Information is presented visually on 
maps and is organized chronologically.

Mayor Michael Bloomberg said the new 
software gives police better access to data 
from existing technology, helping public 
safety to respond faster and more effi  ciently. 
“The entire system is designed to improve 

how New York City’s police offi  cers do their 
jobs, and that makes it a potentially valuable 
tool that we can expand to precincts and 
boroughs across the city,” the mayor said.

Offi  cials said the system is useful for 
refi ning leads and identifying patterns, for 
apprehending suspects, and for responding 
to criminal incidents and terrorist threats. It 
should ultimately help save lives, they said.

“This is a system developed for police 
offi  cers, by police offi  cers,” said NYPD 
Commissioner Ray Kelly. “They worked 
with the developers at Microsoft in count-
less hours of focus groups, and the result is 
a tool that meets the needs of the depart-
ment, one that will help protect New 
Yorkers, and keep us safe from crime and 
terrorism for years to come.”

But not everyone is so enamored 
of being under a watchful eye. Privacy 
advocates worry that the system could be 
abused, and might unnecessarily track the 

everyday movements of innocent people. 
According to privacy guidelines released 
by the city, the Domain Awareness System 
will only be used “to monitor public areas 
and public activities where no legally 
protected reasonable expectation of privacy 
exists.” Offi  cials said video footage will be 
saved for 30 days; metadata, environmental 
readings and data collected by license-
plate readers will be retained for fi ve 
years — although the city’s legal counsel 
can decide that data be saved longer if it 
has continuing value for investigations.

NYC will take in 30 percent of the 
revenue generated by the Domain Awareness 
System, which Microsoft will market to law 
enforcement agencies in the U.S. and around 
the world. Bloomberg said the city will 
recoup its investment in the system and may 
even generate some revenue. Ret. Lt. Gen. 
Mike McDuffi  e, Microsoft’s vice president of 
American sales, said the company is “all in” 
on the new Domain Awareness System.  

mwilliams@govtech.com
twitter@govtechnews

PUBLIC SAFETY

EYE IN THE SKY: In a prepared statement, the mayor’s office gave examples 
of scenarios where new software will help the NYPD prevent or solve crimes: 

1 / Investigators 
will have instant ac-
cess to info via live 
video feeds, and 
can see suspect 
arrest and 911 re-
cords, local related 
crimes and more.

2 / Investigators 
can map criminal 
history to geospa-
tially and chrono-
logically reveal 
crime patterns.

3 / Investigators 
can track where a 
car associated with 
a suspect is located, 
and where it has 
been in past days, 
weeks or months.

4 / Police com-
manders can 
query databases 
to map, review and 
correlate crime 
information with 
the deployment of 
resources.

5 / If a suspicious 
package is left at a 
location, the NYPD 
can immediately 
tap into video feeds 
and quickly look 
back in time to see 
who left it there.

6 / If radiation 
detectors set off  
alarms and alert the 
command center, 
the new system will 
help quickly identify 
if the radioactive 
material is natural  
or a weapon.

1 /

“Th
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By Noelle Knell /  Staff  Writer

The Twitterverse was abuzz on 
Aug. 1 about a new layer of data 
from local governments being 

added to the federal government’s 
open data portal, Data.gov. Cities.data
.gov now features data sets from four 
of America’s largest cities — Chicago, 
Seattle, New York and San Francisco.

While the site specifi es that local 
government data sets aren’t subject to 
federal data policies, the idea is that 
comparative data from diff erent levels of 
government can be useful in informing the 
work of software developers. Civic hack-
athons and other organized eff orts are 
using open data from government agen-

cies to drive tech-based eff orts to improve 
the quality of life in local communities.

Cities.data.gov is the fi rst major 
endeavor of the G7 (Group of 7), big city 
CIOs who are informally collaborating on 
issues of mutual concern. Their shared 
interest and leadership in open data 
propelled this concept of a multijurisdic-
tional clearinghouse of public data sets 
to the top of the group’s priority list.

G7 member Jon Walton, CIO of San 
Francisco, expressed a sentiment that 
seems to be catching on in government. “I 
think open data is bigger than any one city. 
Cities.data.gov represents an example of 
cities moving beyond doing data just for 
their city or just for their jurisdiction and 
starting to share data on a unifi ed platform.”

The Aug. 1 debut of cities.data.gov repre-
sents a soft-launch of the concept. Walton 
and other G7 members hope this important 
fi rst step will motivate other government 
leaders to publish their local data sets.

Walton estimated that San Francisco has 
about 90 percent of its data sets on Cities
.data.gov so far, and eff orts are ongoing to 
add remaining information. In fact, the 
city intends to fi rst publish new data sets 
to the shared portal, ultimately making 
the site its main open data repository.

Transparency gains by the federal 
government, as evidenced by sites like 
USAspending.gov and Data.gov, are encour-
aging governments at all levels to open up 
data for the public good. The multijurisdic-
tional nature of the data on Cities.data
.gov could help break down compartmental-
ized public-sector thinking, helping erase 
distinctions between government entities 
that often are irrelevantt to the public.

Standardized formats are not required 
to post data to the Cities.data.gov, but 
as Walton explained, when jurisdic-
tions start to collaborate on shared issues, 
some standardization will occur in order 
to maximize the data’s usefulness.

“I think it’s really going to open people’s 
eyes to the power of data and what we 
can all do with it,” he explained. “If we 
get people out of these silos, and we start 
sharing it, the development community, the 
public, the government itself, we’re going to 
see more and more benefi ts over time.”  

nknell@govtech.com
twitter@GovTechNoelle

Landmark Site
San Francisco, Chicago, Seattle and New York launch a new 

open data community on federal Data.gov.

INNOVATION
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renewals in Colorado began in 2009, with 
a direct mail campaign targeted at eligible 
drivers with licenses nearing expiration. 
The state has seen a steady increase in 
renewals since then, boasting gains year 
over year. For 2012, the state is on pace to 
log a 34 percent increase over the more than 
109,000 renewals completed online in 2011.

“I would anticipate through this eff ort, 
those numbers will continue to increase,” said 

Mike Dixon, director of the state’s Division of 
Motor Vehicles. The division is housed within 
the state’s Department of Revenue.

The state’s nonprofi t organ donation 
organization, the Donor Alliance, has bene-
fi ted from the “Save Time, Renew Online” 
program as well, with its parallel message 
to licensees to check the organ donor box 
when processing their renewal.

According to Colorado offi  cials, the 
state’s donor rate is the highest in the U.S., 
and residents renewing their license online 
are even more apt to sign up as a donor 
than those visiting brick-and-mortar loca-
tions. The Donor Alliance helps fund the 
campaign by paying for direct mailings 
and the broadcast of the campaign’s public 
service announcements.

Colorado Interactive offi  cials estimate 
that they have spent about $10,000 on 
the marketing campaign in the past year, 
including introducing the live character at a 
DMV event in 2011, marketing collateral and 
the public service announcements, produced 
by students from the Colorado Film School. 

Staff  time also goes toward the social 
media campaign elements, added last year. 
Guy Vroom has a presence on Twitter, 

Facebook, Foursquare and YouTube. 
Next for the campaign is a mobile app 

off ering the same functionality that 
residents can now access online. 
Look for the mobile application 
this fall.

Colorado’s Save Time, 
Renew Online campaign, 
featuring Guy Vroom, has 
received recognition for its 

success to date. The American 
Association of Motor Vehicle 

Administrators presented 
Colorado offi  cials with its 

National PACE Award 
in the Best Use of 
Social Media category 
on July 31. The Inter-
national Academy of 
the Visual Arts also 

recognized the campaign 
in June with its Silver 

Communicator Award.  

nknell@govtech.com
twitter@govtechnoelle

‘Driving’ Up 
Online Renewals
 Colorado offi  cials cite reduced DMV offi  ce traffi  c and increased  
 organ donor sign-ups from a creative outreach program.
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By Noelle Knell /  Staff  Writer

A t the Colorado Department of Motor 
Vehicles, visitors may do a double 
take when they see new advertise-

ments — that feature a colorfully dressed, 
mullet-sporting character who’s suggesting 
they skip the lines at their local branch and 
renew their driver’s license online.

Or maybe they’ll recognize “Guy Vroom” 
from public service announcements where 
he appears alongside Gov. John Hicken-
looper, who’s advancing the same message 
to ease the strain on DMV fi eld offi  ces.

It’s an unconventional approach 
to a conventional problem, and is 
less buttoned down than many 
government outreach eff orts. 
The thought behind the 
nostalgia-evoking Guy 
Vroom is that he will 
remind drivers that they 
can avoid DMV offi  ces 
altogether, and hang 
onto license photos from 
yesteryear, if they opt for 
online renewal.

“This was really some-
thing a little out of the box 
that we’ve never done 
before,” said Amy Sawyer, 
director of portal opera-
tions for Colorado 
Interactive, a divi-
sion of e-government 
company NIC. “It’s 
kind of an unusual 
approach to marketing 
that you wouldn’t 
normally see with a 
government service.”

The push to 
increase online license 
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Guy Vroom 
promotes 
online 
registration 
for the DMV.
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spectrum 
More research, more science, more technology.

DIY DIAGNOSIS: Would you strip for the 

camera if it means cancer screening? A new iPhone app 

does just that. Developed by the University of Michigan, 

UMSkinCheck lets users photograph their skin to identify 

any abnormalities. The password-protected app helps users create baseline 

images of their skin and off ers examples of what to watch for. SOURCE: THE ATLANTIC

A German company is off ering solar-powered kiosks, which it 
says can bring clean power to parts of the world that are off  
the electric grid. SolarKiosks are modular, lightweight shops 
that are equipped with solar panels to harness the sun’s en-
ergy to power mobile phones, car batteries and refrigerators. 
SolarKiosks are being touted as autonomous business units 
that can provide some of the estimated 1.5 billion people who 
live off  the grid with sustainable energy. SOURCE: SOLARKIOSK

Bright Solution

Send Spectrum ideas to Managing Editor Karen Stewartson, kstewartson@govtech.com, twitter@karenstewartson

WATCH SPECTRUM AT 
www.govtech.com/spectrum

Airport Avatar
Meet Liberty, a.k.a. Libby. 
She’s one of the newest staff  
members at Newark Liberty 
International Airport in New 
Jersey. But Libby isn’t your 
average employee — she’s a 
life-sized, two-dimensional 
holographic avatar that 
answers travelers’ frequently 
asked questions. Libby greets 
passersby with a 90-second 
script when they come within 
30 feet of her. Her native lan-
guage is English, although she 
can be programmed to speak 
multiple others. Her cost? 
$60,000. These helpful but 
creepy avatars also are coming 
to airports in New York, 
Boston and Virginia. SOURCE: NJ.COM 

“Hello, and 
welcome to 

Newark Liberty 
International Airport 
in Newark, N.J.”
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By Hilton Collins /  Staff  Writer

W ith use of Virginia’s 
statewide email system 
growing, state IT leaders 

are using the cloud to meet mounting 
archiving and e-discovery demands. 

In the past year, Virginia’s  enterprise 
email system has achieved a critical mass 
of state agency users, said state CIO Sam 
Nixon, driving the need for a comprehen-
sive archiving and e-discovery solution 
to handle years of email fi les. 

Nixon said the new solution will help 
agencies cope with requests for state 
information made via the Freedom of 
Information Act (FOIA). “From a policy 
perspective, it’s important that we provided 
a business solution to agencies that would 
help facilitate more rapid responses 
when those requests come in,” he said.

The Virginia Information Technolo-
gies Agency (VITA) adopted Symantec’s 
Enterprise Vault.cloud (EV.Cloud) hosted 
solution for unlimited storage capacity. 
Participating state agencies archive their 
old emails on Symantec’s servers, freeing 
up Virginia’s IT resources and giving 
employees a searchable cloud database.

The state began using EV.Cloud in 
early 2012. About 700 email accounts 
were active on the solution as of June, so 

VITA has a long way to go. The agency is 
marketing the service through newslet-
ters and by holding demonstrations. 

Saving Time and Money
EV.Cloud is integrated with Microsoft 

Outlook, so employees use the system from 
within their standard inbox once they 
provide a user name and password. No addi-
tional hardware or software is required, and 
users can access the cloud via supported 
Web browsers, smartphones and tablets.  

The tool’s search capabilities can be 
a lifesaver for agencies that handle large 
volumes of email. Employees perform 
searches in the interface, and EV.Cloud 
retrieves results from archives, live emails 
and folders quickly: It’s possible to receive 
thousands of results in seconds from a 
search of more than 1 million messages. 
Users can refi ne their search by sender, date, 
folder and message attachment type, and 
they can save searches for later application.

“It has a better search capability 
than Outlook does organically, so the 
FOIA requests and the legal holds are 
much quicker,” said Chad Wirz, VITA’s 
senior service delivery manager.

The EV.Cloud migration will likely 
ease e-discovery headaches that agencies 
have endured over the years. Traditional 
storage methods like backup tapes compli-

cated Virginia’s eff orts to retrieve infor-
mation when answering legal requests.

“Historically we’ve had to restore data 
from tapes to fulfi ll those requests,” Wirz 
said, “and that can be cumbersome.” 

When tapes are involved, an agency 
must work with data center staff  who 
have specialized knowledge, but the new 
archive eliminates this hurdle. “With the 
hosted email archiving solution, agen-

cies are able to fulfi ll those requests 
themselves,” he said. “You are not 
dependent upon a whole group of 
people to get something done.”

Agencies also pay less to archive 
email in the EV.Cloud than they 
would for VITA’s in-house email 
storage, according to state offi  cials. 

Solving Problems
According to the Radicati Group, the 

average corporate email user consumed 
more than 10.4 MB of email storage per day 
in 2011, tripling the median volume of email 
archiving requirements in four years. The 
company also projects that email traffi  c 
will grow to 507 billion a day by 2013. 

VITA saw this email juggernaut 
heading its way years ago and started 
planning how to deploy an email 
archiving tool. “It took us a little while 
to put all of the contractual pieces 
together and come up with a technical 
approach,” Nixon said, “but once we did, 
the pieces fell in place fairly quickly.”

Northrop Grumman, which has been 
under contract with Virginia to provide 
IT infrastructure services since 2005, 
secured the deal with Symantec. Wirz 
said the cost of the cloud-based solu-
tion amounts to $5.62 a month per user. 

But the archive may not be best for 
agencies that don’t fi eld many legal 
requests or send and receive mountains 
of email messages.

“The mainline agencies account for 
about 80 percent of the IT infrastruc-
ture spend,” Nixon said. “They’re the 
ones that really have more of a need 
than other agencies. There certainly are 
agencies that probably don’t really need 
to do archiving, at least for purposes of 
FOIA and e-discovery requests.” 

hcollins@govtech.com
twitter@hiltoncollins

Messages in the Cloud
Virginia’s hosted email archiving saves time and aids e-discovery.

CASE STUDY
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Like its predecessor, the 

Google/Samsung 

Chromebook Series 

5 550 has a matte, 12.1-inch 

1280x800 display and 16 GB of 

built-in fl ash storage. It off ers 

six hours of battery life, 

weighs 3.3 pounds, and 

has an Intel Celeron 867 

Core processor — not an 

Atom processor. One reported 

downside to this “upgrade” is 

that the Series 5 550 doesn’t 

have as much runtime as its 

predecessor, the Series 5. 

     On the whole, the new 

Chromebook has 4 GB of 

RAM and uses the Google 

Chrome operating system. It 

comes with dual-band Wi-Fi 

802.11 a/b/g/n and Gigabit 

Ethernet, and is 3G-enabled. 

     Output is compatible 

with HDMI, DVI and VGA 

screens. It provides a 

high-defi nition camera, two 

USB 2.0 ports and a four-

in-one memory card slot. 

Apps and fi les are stored 

in the cloud via Google. 

The overall consensus? That 

the Chromebook, though still 

not a large competitor in the 

notebook market, 

is ultimately more 

pleasant to use than 

it was just a year ago. 

Pricing starts at $449. 

www.google.com/
chromebook

ike its predecessor

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

product newsBy Miriam Jones |  Chief Copy Editor

Send product review ideas to mjones@govtech.com, twitter@mjonesgovtech
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  The Next Nexus
The Asus/Google Nexus 7 tablet off ers a 1280x800 

high-resolution display protected by scratch-resistant Corning 

glass. The tablet is equipped with 8 or 16 GB storage, 1 GB RAM, 

Wi-Fi 802.11 b/g/n, Bluetooth and a 1.2-megapixel front-facing 

camera. The Nexus provides more than nine hours of high-

defi nition video playback, 10 hours of Web browsing/e-reading 

and 300 hours of standby time. It runs on Android 4.1 Jelly Bean 

using an NVIDIA Tegra 3 quad-core processor, which supports 

multiple apps running simultaneously. The 12-core graphics 

processing unit supports gaming performance with features 

such as gyroscope and accelerometer.  www.google.com/nexus

Laptop/Tablet Sleeve  
The Targus 14-inch Gravity i.6 sleeve is 

designed with a unique L-shaped zipper that 

secures a laptop in the case yet provides 

easy access. Its durable weather-resistant 

neoprene outer layer and soft-lined interior 

will protect a laptop from bumps or scrapes. 

The sleeve can be used on its own or 

placed inside a messenger bag, backpack 

or tote. The sleeve design with simulated 

graphic print and colorful accents is also 

available for 16-inch and 17.3-inch laptops in 

black/blue or blue/red. www.targus.com

Stylin’ Stylus  
BoxWave’s EverTouch Capacitive 

Stylus is designed for touchscreen 

devices including the iPad and 

Kindle. It’s made with a soft yet 

long-lasting conductive woven fi ber 

called FiberMesh, which is attached 

to the aluminum body of the stylus. 

It comes with a 2-inch lanyard that 

attaches into the headphone jack of 

a tablet, as well as a 12-inch lanyard 

with elastic coil that attaches into the 

headphone jack of your device. 

www.boxwave.com

Going Chrome

com/products
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Going for Gold
Five ways public service is like the Olympics.

L ike many readers, I spent the month of 
July in front of the television watching 
the Olympic Games. From pole vault-

ing and marathons to intense swimming, it’s 
amazing to see what athletes can accom-
plish with dedication and inspiration.

In many ways, public servants are like 
Olympians (and not just the poor pay). As 
such, here are fi ve ways public service is like 
the Olympics and how you can prepare to be 
a gold-medal winner: 

1 / Years of Preparation for One Day.
In the Olympics, athletes typically train 
four years for one event on one day. And 
they must perform fl awlessly for maybe an 
hour on that one day. This is often true for 
government — we prepare a continuity of 
operations plan and emergency alerting — 
not for daily use, but for that one day when 

we need them and we cannot 
mess up.

2 / The Handoff  Is Every-
thing. For the last few Olym-
pics, USA was the favorite to 
win the 4x100 women’s relay, 
but lost due to a fumbled 

baton handoff . In the end, it doesn’t matter 
how fast the team is running or how much 
preparation is done if the ball is dropped. 
In government, if a project handoff  goes 
poorly, it fails.

3 / The Audience Rarely Cares. For 
most of the Olympic sports, the average 
public doesn’t care about the sport until this 
one time every four years. That is the same 
with most of government services — 99 per-
cent of citizens are too busy to be regularly 
engaged with the city. However, they deeply 
care about the issue the one time a year they 
must renew a license or fi nd information 
about switching schools. You have to shine 
in those moments.

4 / Mission Focused. At the Next 
Generation of Government Summit — 
sponsored by Young Government Leaders 
and GovLoop — two-time silver-medal 
shotput Olympian Adam Nelson spoke 
about how public service is like the Olym-
pics. He noted that the most important 
thing in the Olympic Games is not to win 
but to take part, just as the most impor-
tant thing in life is not the triumph but the 

struggle. The essential thing is not to have 
conquered but to have fought well, which 
holds true with public service.

5 / We Must Adapt. The way people 
engaged during this year’s event was radically 
diff erent than in 2008. Viewer expectations 
were much higher, and NBC increased the 
number of hours available across its multiple 
channels, integrated social media versus being 
a side activity, and optimized for multiple 
screens (Web, phone, tablet, TV). Even still, 
NBC faced lots of complaints about tape 
delays and struggled to meet the new expecta-
tions. Fundamentally, government is facing 
the same problem — citizens have increas-
ingly higher demands, want to engage in real 
time, and want their problems solved in mul-
tiple formats and mediums. 

The next Olympiad is four years away, 
but I’m sure this year’s Olympians and 2016 
hopefuls already are training for their big 
day. Let’s make sure government is doing the 
same — preparing for big events and making 
evolutions in each cycle.  

Steve Ressler
is the founder 

and president of 

GovLoop, a social 

networking site 

for government 

officials to connect 

and exchange 

information.

By Steve Ressler
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facebook.com/emergencymgmt   /   facebook.com/governmenttechnology @EmergencyMgtMag —  #emergencymgtmag   /   @GovtechNews — #govtechnews/ /

What is your 
organization doing 
to protect itself?

Coming in November
Government Technology and Emergency Management 
will release an in-depth report that will help provide 
potential solutions for the cyber and physical security 
threats state and local government leaders face today.

This report will highlight agencies that have created 
a path to protect themselves, data on the biggest 
security challenges government leaders are facing 
today, and the technologies and best practices that 
can save your data — and protect your people.

For more information
emergencymgmt.com/cybersecurity

of state and local 
government leaders 
expect cyber 
security threats 
to rise over the 
next year.*

*This data is based on a Center for Digital Government survey 
conducted in August 2012.

46% 
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UPCLOSE

PUBLIC OFFICIALS GO SOCIAL
Elected offi  cials and senior agency managers are paying more attention to social media 
and spending more time on social networks — but most say they have a long way to go.

43% HAVE 
USED SOCIAL 

MEDIA FOR 
3-5 YEARS

19% HAVE 
USED SOCIAL 
MEDIA FOR MORE 
THAN 5 YEARS

17% HAVE 
SOMEONE 

ELSE MANAGE 
THEIR ACCOUNTS

70% SAY THEIR 
ORGANIZATION 
NEEDS MORE 
EFFECTIVE SOCIAL 
MEDIA USERS

MORE THAN 

HALF 
SAY THEIR 

ORGANIZATION
 STRUGGLES 

TO USE SOCIAL 
MEDIA EFFECTIVELY
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