
Driving Program Effectiveness with 
Technology in Difficult Economic Times
The CIO Perspective

Venkat Krishnan, Chief Information Officer
Georgia Department of Human Services



Public Sector Challenges and Trends: 
The CTO Perspective

Rick Webb, Chief Technology Officer
Canada, State & Local Public Service, Accenture

• The crisis is still ahead for State Governments
• Budget cuts aren’t going away
• In this new environment, public officials find themselves facing a 

situation of rising demand and diminishing revenues for Government 
services – drastically in many cases.

• Calls for transformation are coming from all directions, particularly in 
technology, as a potential solution to mitigate the issue

The Perfect Storm
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The scale and depth of the current economic 
crisis represents unprecedented challenges 
that governments must address
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Spending commitments

.
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Budget deficits

End to stimulus

Citizen demands

Changing demographics

Emerging technologies

Changing role of government

The nature of the crisis

A crisis of citizen’s confidence in 
government as they worry about 
whether the levels and quality of 
basic services they expect will 
continue to be met. 

A political crisis as governments 
struggle to reassure and shore-up 
citizen support.

A crisis of the institutions and 
processes of government as they 
come under pressure to at least 
maintain current levels of services 
while operating budgets plummet. 

Increased pressure

Rising expectations



Georgia DHS Program Effectiveness Response

• Reduce Cost to Serve
• Maximize value from 

remaining funding sources
• Develop Enterprise 

Capabilities
• Work from a Roadmap
• Work with business on 

grants IT
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Business Intelligence

Citizen Engagement

• Maximize process 
effectiveness and 
efficiency

• Manage both quality and 
quantity

• Focus energy on key 
outcomes

• Improve access to service
• Move to lower cost channels
• Improve quality and service at same 

time
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Business Intelligence 

Deployed Business Intelligence as a method to help FOCUS field 
operations on specific outcomes that drive performance and compliance.

• Identify cases at risk
• Identify ‘out of bounds’ situations
• Link service delivery quality to client 

outcomes
• Enable data driven decision making 

– which ultimately reduces costs

IT
Program

Effectiveness

Business Intelligence

Citizen engagement



Key Features of GA DHS LENSES BI

• Three key areas of reporting:

– Operational Outcome Measures

– Federal CSFR Outcome Measures

– Case Review Quality Measure Dashboards

• Actionable Reporting 

• Highly Visible – used throughout organization

• Only source of data for these measures – a key feature

• Reports are pushed to stakeholders and leadership – e-mail/blackberry

• Internal reports – tied to training, not intended for general public at this point

• Can see both scores and exceptions on one graph – improves ability to 
quickly take action
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Example: Georgia Lenses
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• Lenses is developed 
in Oracle’s OBIEE 
toolset. 

• Using Business 
Intelligence to drive 
practice and 
performance.
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• Contacts with 
children was a key 
challenge for 
operations

• Report shows 
statistics to date, 
and dots indicate the 
number of cases not 
yet contacted.

• Drilling produces the 
list.

• Drove to near 
compliance in first 
month of report.
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• Reports sent prior to 
reporting period close 
so field can take 
action.

• Viewable on mobile 
phones/blackberries

• Leadership more 
connected

• Same tool is used for 
reporting specific ‘out 
of bound’ cases
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• This report is a 
operational 
dashboard for 
managing quality

• Many more metrics 
used to identify 
trends

• Reports a 
combination of 
cases statistics 
COMBINED with 
quantified results of 
case reading –
quality of case work

• Again, specific 
cases are a click 
away
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• Drill down to a list 
report  available for 
all metrics – links 
directly to the case 
management system 
– no switching 
between systems.
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• Operational report 
for overdue 
investigations

• Note significant drop 
in over due since 
implementation of 
toolset

• Multiple views per 
measure

• Trending



“The dogmas of the quiet past are 
inadequate to the stormy present.  The 

occasion is piled high with difficulty, and we 
must rise to the occasion.   As our case is 

new, so we must think anew and act anew.”

— President Abraham Lincoln

In closing….
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