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The Chronic Problems In Government IT: 
What I Found When I Took OfficeWhat I Found When I Took Office

• Paving Cowpaths: Agencies automated management problems, 
i t d f l i b i t fi thinstead of leveraging e-business to fix them

• Redundant Buying: Multiple agencies bought the same item, instead 
driving economies of scale or creating one-stop points of service

• Program Management: Few delivered on time, on budget

• Poor Modernization Blueprints: Few agencies had a business-
driven enterprise architecture a roadmap that showed what ITdriven enterprise architecture, a roadmap that showed what IT 
investments will be used to better improve performance

• Islands of Automation: 
Citizens had to deal with multiple agencies (22 000 websites) to get service instead– Citizens had to deal with multiple agencies (22,000 websites) to get service, instead 
of a single point of service website or call center

– Agencies could not easily collaborate for key missions like Homeland Security

• Poor Cyber Security: IT security was seen as an IT or funding issue
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• Poor Cyber Security: IT security was seen as an IT or funding issue, 
instead of agency management issue



IT Reform Is About Modernization:
How Technology Is Used To Improve GovernmentHow Technology Is Used To Improve Government

• Primary issue is how fast it takes government to respondPrimary issue is how fast it takes government to respond
– To operate effectively and efficiently
– To change with events, 
– Just like companies facing market pressures except people die when government 

moves too slowlymoves too slowly

• Return on Investment should rarely be monetary for government
– Reflect policy objectives 
– Exceptions: IRS, administration, erroneous payments, etc.
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When Does IT Matter?

Leaders Realize 
that Policy Without 

E ti IExecution Is 
Ineffective 

Strategic 
Opportunity 

• Compelling Need for Change
• Role of IT Recognized by Leaders Governance Modelpp y

Road mapping

Business 
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• Role of IT Recognized by Leaders 
• Executives Steer Change 
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e-Government/ 
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e-Business 
Architecture 



Governance Success Requires Tools
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Understanding CIO Functions and Processes: 
The Concepts Behind The Roadmap

PO1  Define a strategic IT plan
PO2  Define the information architecture
PO3  Determine the technological direction
PO4  Define the IT organization and 
relationships

Criteria
• Effectiveness
• Efficiency
• Confidenciality

Criteria
• Effectiveness
• Efficiency
• Confidenciality

M1  Monitor the process
M2  Assess internal control adequacy

ITIT
RESOURCESRESOURCES

ITIT
RESOURCESRESOURCES

PO5  Manage the IT investment
PO6  Communicate management aims and 
direction
PO7  Manage human resources
PO8  Manage quality
PO9  Assess risks
PO10 Manage projects

y
• Integrity
• Availability
• Compliance
• Reliability

y
• Integrity
• Availability
• Compliance
• Reliability

COBIT FRAMEWORK

M3  Obtain independent assurance
M4  Provide for independent audit

RESOURCESRESOURCESRESOURCESRESOURCES

PLAN &PLAN &
ORGANIZEORGANIZE

PLAN &PLAN &
ORGANIZEORGANIZE

PO10  Manage projects

DS1  Define service levels
DS2  Manage third-party services
DS3  Manage performance and capacity
DS4 Ensure continuous service

MONITORMONITORMONITORMONITOR

ACQUIRE  &ACQUIRE  &
IMPLEMENTIMPLEMENT
ACQUIRE  &ACQUIRE  &
IMPLEMENTIMPLEMENT

AI1  Identify automated solutions
AI2  Acquire and maintain application 
software
AI3  Acquire and maintain technology 
infrastructure 
AI4 Develop and maintain IT procedures

DS4  Ensure continuous service
DS5  Ensure systems security
DS6  Identify and attribute costs
DS7  Educate and train users
DS8  Assist and advise IT customers
DS9  Manage the configuration
DS10  Manage problems and incidents

DELIVER &  DELIVER &  
SUPPORTSUPPORT
DELIVER &  DELIVER &  
SUPPORTSUPPORT
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AI4  Develop and maintain IT procedures
AI5  Install and accredit systems
AI6  Manage changes

DS11  Manage data
DS12  Manage facilities
DS13  Manage operations



CIO Effectiveness and Ability To Manage Risks Are 
Linked To Ability to Perform Core ProcessesLinked To Ability to Perform Core Processes

BUSINESS OBJECTIVES

People ProcessPeople Process

Technology
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Why Architecture Is Important: 
Speed in Leveraging IT Opportunitiesp g g pp

• O l t t t b tt f• Only two ways to get better performance:
1. Add more resources
2. leverage IT to improve productivityg p p y

• Law of diminishing returns limits gain from adding $, people. 
Si ifi t i i hit t d h• Significant gains require an architected approach: 

– Process, Organization, and IT combined together in a manner delivers 
significantly better results.

• SOA enables speed of deployment of transformed business• SOA enables speed of deployment of transformed business 
processes.
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Lesson Learned: 
Business Cases Drive Performance ImprovementBusiness Cases Drive Performance Improvement
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The Drive To Move Up The Maturity Curve Is Usually 
Driven By a ‘Crisis’ That Demands a Change 
To The Status Quo

�

To The Status Quo

Each crisis has particular characteristics and 
requires that new capabilities or ways of 
working are learned to move up to the next
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working are learned to move up to the next 
level.  ‘Crisis’ is used because the 
performance of IT is perceived to be stagnant 
or declining.   
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Reasonable, robust 
processes that help the IT 
function are in place.  This 
crisis is the first challenge, 
by the business, that IT 

d t d t t it

bureaucratic, slow, and 
inflexible. The crisis occurs 
when the business demands 
responsiveness, a greater say 
in what IT does and a variety in 

i Oft th t f UDI

lead.  The divisions 
between IT and business 
become blurred and IT 
becomes reinvented as 
part of, perhaps, business 
infrastructure and changesmall organizations or 

divisions but as teams 
grow or staff change the 
ability to work effectively, 
in and between teams, 
breaks down Commonin

es
s

m
an

ag
em needs to demonstrate its 

efficiency/cost 
effectiveness and be less 
introspective.  The 
response is to begin to 
create a basic service

services.  Often a threat of UDI 
(return to decentralization) if IT 
does not respond.  

This crisis is compounded by 
internally focused IT managers 

infrastructure and change 
functions   
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breaks down.  Common 
processes need to be 
introduced to address 
this.  

Bus
i create a basic service 

based organization and 
additional management 
processes. 

y g
and increasingly savvy 
‘generation X’ business 
managers. 



Thank You!

Mark A. Forman, Principal
KPMG LLP

mforman@kpmg.com
(202) 533-4003
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