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Public sector organizations are keen to embrace the more interactive online applications
of Web 2.0 technology, but innovation is being held back by a lack of IT skills in human
resources, according to recent findings from a global survey of senior government
executives.

Sponsored by Cisco Systems Inc., the survey cited "innovation in technology" as a high
priority for governments that wish to keep pace with citizens who are increasingly using
interactive online services as a way of everyday life.

Delegates at the 2007 Lac Carling Congress, which kicked off at Niagara-on-the-Lake in
Ontario yesterday, say they recognize government services provide them with a key to
connect with citizens. The question is how to engage the public more actively in order to
better serve their constituent needs.

"Citizens really do want to be engaged in the processes and decisions that affect them,
and it's up to us in government to make sure we allow them to do that," says Hazel
McCallion, the long-serving mayor of Mississauga, Ont.

To keep pace with Mississauga's rapid growth over the past decade, McCallion says the
city conducted a highly active citizen participation program that included her own
television show, which she used to open dialogue with citizens, and a 311 call centre for
non-emergency services. Mississauga also set up focus groups of key individuals that
Council could work with on specific issues.
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Networking giant Cisco polled 84 attendees at its Public Sector Summit in Stockholm last
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"The government is trying, but it needs to find out what people are specifically interested
in. More of a dialogue has to occur," says Serena Cassidy, a new Masters graduate at the
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"Governments around the world recognize that to reach out to its citizens, they must
adopt the methods of the younger generation, who spend much of their time online,"
says Yvon Le Roux, Cisco's vice-president for public sector Europe, in an interview with
InterGovWorld.com from London, England.

However, Cisco's research also revealed that the main issue holding back transformation
in the public sector was a lack of skilled employees, political uncertainty and aversion to
change. "Public sector organizations are keen to embrace innovation to help deliver
citizen-centric services, but may be held back through factors such as a lack of skilled
personnel or funding," says Le Roux.

"This is as a direct result of government still operating in very siloed program and policy
frameworks. There's a disconnect across jurisdictions and departments that in turn leads
to very strong resistance to change," he says.

Governments that are adopting a shared services approach are learning to overcome
some of these problems by unlocking substantial budgets currently tied up in the
duplication of efforts, adds Le Roux. Shared services split resources across several
departments by means of common IT infrastructure and business processes in back-
office functions such as finance, administration, HR and procurement.

The Cisco executive cited Canada, the United States, the Netherlands, Germany, the
United Kingdom, Australia and South Africa as among the leaders in shared services.
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