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This book is dedicated to the following people.

(1) This book is dedicated to Generation T. I hope that you find a government
that changes its approach to technology usage and integration. I hope you will
take your passion for public service and be a part of that change.

(2) To all the hard-working elected officials and public servants working in vari-
ous legislatures, boards of supervisors, city councils, school boards, agencies,
departments, divisions, commissions, offices, boards, and any other level of
government. Thank you for your dedication to public service.

(3) To my children, Alise and Carlie, members of Generation T. They each had
iPads and laptops before they reached the age of 10. I hope this book helps
your future governments embrace the technologies and technological ethos to
match their clients and solve the complex problems of the day.
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PREFACE

Lloyd Levine

The genesis of the concepts explored throughout these pages — the collision of
technology and government - came when I connected two independent, unrelated
events that occurred 11 years apart. It was connecting those two “dots™ that led
to the creation of this book.

The first event occurred in 2003, when I was an Assembly member serving in
the California State Legislature. That day, the Assembly’s Committee on Utilities
and Commerce, of which I was a member (and would later go on to serve as
Committee Chair), heard legislation — Assembly Bill 909 — which provided a very
early preview of the kinds of issues addressed throughout this volume.

The legislation seemed innocuous enough, the stated purpose was to provide
information to consumers by way of rate disclosures. Specifically, the bill wanted
cell phone providers to provide rate information to consumers in the same way
landline providers had. While this concept may be foreign to many who are read-
ing this, prior to the advent of cell phones and advanced technologies, telecom-
munications (telephones) was a regulated industry. Providers made money based
on usage. Calls were charged by time of day, length of call, and distance called.
Night time calls and weekend calls were less expensive than daytime calls. Rates
were applied per minute of connection, often with the first minute more expen-
sive. Local calls — calls within the same area code or predefined territory — were
the least expensive or free, long distance calls were more expensive, and interna-
tional calls were the most expensive of all.

However, as competition came to telephony with the breakup of AT&T’s
monopoly in 1982, this began to change. Companies now had to compete for
customers. The advent of cell phones and new technologies drove competition
further. This background sets the stage for the AB 909 hearing. The bill sought
to statutorily force cell phone communications providers to disclose their long
distance and local calling rates so consumers could conduct price comparisons
when shopping for service. However, there was one problem.

What is normal today was cutting edge and innovative in 2003. Cellular phone
companies were just starting to roll out their “one rate” plans. These plans gave
customers an unlimited number of calls for a flat fee. You could call your next-door
neighbor once, or across the country 100 times and your bill was the same. There
was no “rate” to disclose. The advance of technology, and the innovation it ena-
bled, ran headlong into legislation that was rooted in an old model of regulation.
This point was raised by me and one other member of the committee, and eventu-
ally, after several minutes of explanations, the legislation was amended to take into
account the technological reality.

Xix
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For many years, that stood as an interesting anecdote or cautionary tale, but
had no greater context in my mind. It wasn’t until years later the second event
came about and allowed me to connect the dots of commonality between the
two. The epiphanic moment was prompted by and occurred during an interview
with the San Diego Union Tribune on a topic seemingly completely unrelated to
technology.

In 2014, a reporter called to ask me about the effectiveness of a certain niche
interest group. Specifically, he wanted to know if I had an explanation as to why
the animal rights/animal welfare movement seemed to be increasing their effec-
tiveness over the past number of years. Traditionally, the animal movement had
been perceived as a bit outside the mainstream, and not particularly effective at
achieving their legislative objectives. Recently that had begun to change.

I will admit, the question caught me a bit off guard and required me to think
about it. In the end, I attributed it to two significant developments, one unique
to the California State Legislature and non-replicable. The second factor, the
advances in technology, are what I believe were the dominant factor in increasing
the effectiveness of those trying to enact policy changes related to animal issues.

Advocates for animals today have access to media production and distribution
tools that weren’t available in years past. Digital recording technology has pro-
gressed to the point that virtually all of society has access to affordable, easily con-
cealable, and high definition video and audio recording equipment in the form of
smartphones. Further, the availability of distribution channels provided by social
media (Twitter, YouTube, Facebook, etc.) now allows for instant and direct publish-
ing. Passionate animal advocates can easily and surreptitiously document instances
of abuse or maltreatment. They can then broadcast them quickly and directly to
policymakers and their staff, traditional media, and the public at large. Individuals
had the metaphorical equivalent of the printing press and television studio in their
pockets. The technology eliminated the need for the press to be an intermediary.
The descriptions and assertions of abuse that seemed so unbelievable years earlier
were now accompanied by visual proof. The industry no longer controlled the nar-
rative and that forced people to confront disturbing images and issues that previ-
ously remained hidden. Technology transformed how an advocacy group engaged
with policymakers, and more importantly, the technology dramatically increased
their effectiveness.

I relate this story because it was the moment these issues crystallized in my
mind in the way that would eventually lead to this book. And, since then this
concept has played itself out in multiple ways at multiple levels of government,
usually due to some sort of embarrassing public issue that resulted from pub-
lic officials not understanding the power and impact of technology. Issues and
occurrences that would have gone unreported or at worst denied and forgotten
were now verified, documented, and amplified through the use of technology.

It took 11 years to connect the first two “dots,” but since that time, I have seen
these issues manifest themselves in myriad ways, some innocuous others more
serious. Generally, these manifestations are split into two categories:

(1) Political
(2) Policy and operational/administrative.
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The political are usually more humorous and while more public, actually less
impactful to the day-to-day operations of Government. Some examples of public
but innocuous examples culled from my memory include, the late Senator Ted
Stevens of Alaska drawing much ridicule for his attempt — on camera on the sen-
ate floor — to explain the internet to his colleagues. Or the belief by any politician
that comments in any kind of public or semi-private gathering won’t be recorded
and spread across the internet. From thought-to-be clandestine sexual matters
to Mitt Romney’s 47% comment to an audience at a “private” event, politicians
found their images and remarks scattered across the country for all to see.

Instances of technology and politics colliding also have some important reper-
cussions. The widespread profusion of recording and distribution methods is
forcing politicians and others to reconcile the difference between their preferred
narrative and the reality presented by the visual and audio evidence. Think of
President Trump’s first Press Secretary, Sean Spicer holding a press conference after
the inauguration and trying to convince a room full of reporters that President
Trump’s inauguration had more people in attendance than President Obama’s
when they could plainly and unambiguously see for themselves that it wasn’t true.
Or, more consequentially, in the lead up to the 2012 United States presidential elec-
tion where candidate Mitt Romney was on videotape stating he was, “a severely
conservative Republican Governor” when he was trying to win the his party’s nomi-
nation. But he was also recorded, in a different time and location, saying he was a
very moderate governor of Massachusetts. While many things contributed to his
loss to President Obama, the incongruity of his words, on video, prevented him
from controlling the narrative and cause voters to see him as pandering.

Over and over again in public statements in response to multitudes of cir-
cumstances, it is blatantly apparent that many politicians do not yet grasp how
pervasive technology is, how it truly works, and what its potential is - positive and
negative. The collision of technology and government in this way will continue
to cause severe cognitive dissonance and/or force people to confront facts that
counter their preferred narratives.

There exists an alternative and potentially dangerous way in which technology
will impact politics. With each passing year, audio and video editing technologies
improve by quantum leaps. Without their consent or knowledge, people can be
added to or removed from videos with such precision that only trained experts
can spot the fakes. And now Artificial Intelligence technologies exist that can
make it appear that someone said something or gave a speech they never did.
These videos are extremely convincing, and the technology is only in its infancy.
The potential impact these technologies can have on democracy, government, and
society is profound and troubling.

However, the impact of technology on politics isn’t the topic of this volume.
This volume is looking at the intersection of technology and government; govern-
ment separate and distinct from politics. People run for office and by dint of that,
they become politicians and engage in politics. But they are running to govern,
to lead, to enact policies, and, ideally, to solve problems. This is the aspect of
government on which this volume focuses, the intersection of technology and the
policies and administration of government as a whole. This intersection can and
does manifest itself in myriad ways, both positively and negatively.
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While people generally think of technology as the internet, apps, smartphones,
and computers, this book takes an expansive definition of technology’s impact
on and intersection with government extending far beyond that limited perspec-
tive. Hundreds if not thousands of viable, different, and new digital and physi-
cal technologies are available to government decision-makers and administrators.
The choice to adopt or reject each of those technologies has implications for the
administrative functions of government.

koK

While this is a book about technology and government, at its heart it is really
about people. Before we delve into the nitty gritty of various government tech-
nology failures and the future of technology and government, [ want to take just
a few hundred words to center this book on the people served by both govern-
ment and technology. Technology in the public sector takes many forms. There
are technologies that allow employees to perform the core functions of their
jobs more efficiently. There are technologies that allow governments to reallo-
cate resources to other priorities. There are technologies the public at large never
sees or touches. And then there are those consumer facing technologies, websites,
apps, kiosks, and any number of other technologies that need to be accessed by
individuals from all parts of society. It is the individuals who utilize these services
who I want to singularly call out in this section, lest they be overlooked in the
focus on the technology. These technologies exist for the benefit of the people and
that is where the focus must be.

Abraham Lincoln, in extolling the uniqueness of the American Democracy in
the midst of the Civil War declared, “... that government of the people, by the
people, and for the people shall not perish from the earth.” The phrase, “..., of
the people, by the people, and for the people ...” is the concept to keep in mind
as you read this book. While it is easy to decry the monolith that many perceive
government to be, it is important to remember that government in America is
nuanced. Government is the federal government and state legislatures, but it is
also counties and cities large and small, town councils, school districts, and spe-
cial districts. Those bureaucratic institutions that combine to form the network
of American government are made up of the people of the country - ordinary
citizens, friends and neighbors, and people we pass on the street - and operate for
the benefit of us and our friends and neighbors.

In most democratically governed, developed countries that concept is part of
the social compact, that when governments provide goods or services, they MUST
be provided to all who need them. However, despite being part of that social com-
pact, that notion isn’t always something that appears commonly understood. More
than a few argue that government must operate more like a business. This is where
the tension lies between the object and purpose of government as opposed to the
private sector. While both the public and private sectors strive to eliminate unneces-
sary inefficiencies, for governments there may be inefficiencies inherent in making
sure everyone is served. When thinking about government services and responsi-
bilities, it is essential to understand that eliminating inherent inefficiencies could
deprive individuals of certain necessary government provided goods and services.
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This is easier to see with social service benefits to vulnerable populations but is also
ingrained in other aspects of government functions.

For our purposes, the transportation network is an excellent analog to the issue
of technology and government. The transportation system comprised of inanimate
constituent parts — concrete, asphalt, road signs, traffic lights, streetlights, curbs,
paint, crosswalks, etc. — that all come together for the purpose of conveying peo-
ple and goods. Trillions of dollars have been spent to build and maintain a vast
highway and road network across the country. But what of the thousands of small
towns and unincorporated areas at the end of long, rural roads miles from the near-
est two-lane highway, and even further from the major highways and cities? Each
of those roads cost tens of millions to build, and millions more to maintain. But,
at the risk of being overly didactic, those roads connect rural houses and farms
and other isolated pockets of industries to the bigger cities. The cost per user ratio
is significantly lower in urban and suburban areas, but the economic and societal
benefits of connecting rural communities to larger areas is recognized, resulting in
governments funding the construction even at the significantly greater per capita.
And what about low-income households who cannot afford a reliable car? For
them, there is a public transit system to ensure they are not disenfranchised from
the benefits of mobility. At its heart, the transportation system is built by the people
and for the people. Without people, the roads lack a purpose.

Technology is conceptually similar in that ensuring equal access to benefits
and services may come at the cost of maximized efficiency. People may intuitively
understand things like transportation — and to an even greater degree health care
— are for the benefit of the people who will be the users/consumers. In contrast,
it seems easy to become so enamored with the capabilities of technology that we
lose sight of the ultimate purpose of the technology. In the public sphere, excel-
lent, innovative new technology that excludes a large percentage of the popu-
lation is not appropriately beneficial. Technological solutions that can ascribe
benefits to all who need them and ensure that all who need them can access them
should be the goal. In that paradigm, it is the people who are primary.

This is a concept that is best exemplified in the persistent digital divide. According
to reliable data from the Pew Center, approximately 25% of Americans lack “mean-
ingful internet access” (Levine, 2018). Governments continue to migrate an increas-
ing number of services online, and correspondingly reduce in-person or telephone
transactions, in order to obtain and provide the efficiency benefits technology con-
fers. However, those without the means to access the technology may be left in a
worse condition than before. The technologically fluent and connected may extoll
the virtues of being able to engage digitally at the time of their choosing. But those
without means of connecting or with poor digital literacy skills — usually lower
income households, rural households, and seniors — may find themselves with fewer
government service offices and fewer staff at those offices as offices are eliminated
and staff positions reassigned to correspond with reduced demand for in-person
services drops due to the behavior shift - to digital engagement - of the connected.

The creators of the constituent facing technological solutions, and the gov-
ernment that procures them must understand that while the benefits to some will
increase, those who lack connectivity, digital literacy skills, and government fluency
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will not be able to obtain the same benefits. This isn’t to say that operating parallel
systems is the answer. Rather, this speaks to the need to expand the technologi-
cal capabilities and access of the end users. Would society accept a transporta-
tion system that provides benefits to 75% of the population while stranding and
isolating the other 25%? Then why should it be acceptable with the phase in of
technology by governments? Nowhere is this better illustrated than the COVID-19
pandemic and the resulting shift to distance learning which starkly revealed the
gaps and inequities of technology in education. Across the country, those previ-
ously unaware of the digital divide quickly that while some households have multi-
ple devices and gigabit internet service, others have only a smartphone or no service
at all. Upon recognizing the situation, to the greatest extent possible, schools didn’t
neglect the disconnected or create an inferior system for them. At the outset of the
pandemic, schools and school districts across the United States provided students
with millions of laptops and worked with internet providers to ensure those stu-
dents had access. This same principle should be applied in general when it comes
to government employed technologies. As governments increasingly integrate tech-
nology, and shift to eGovernment, it is incumbent upon them to ensure everyone
has means to access the information and services. It does no good to create a suite
of benefits for lower income households and vulnerable individuals and then force
them to access the benefits through website or app for which they have neither the
physical connectivity nor the digital literacy necessary. Further, ensuring techno-
logical access and fluency to those who cannot afford the necessary devices doesn’t
just accrue benefits to the recipients of the devices, it makes government more effi-
cient as it can allocate resources to truly engage in a digital transformation. Society
at large is also improved as the level of technology fluency and access of the entire
population is lifted. This will have economic and other benefits far beyond access-
ing government services and institutions.

While some of the research in this volume paints a clear picture of the real-
world impacts of the failures of government to adequately purchase, implement,
or employ technology, in other chapters those failures are abstracted from their
purposes and really devoid of the consequences of the failures. And still other
chapters look to the future and examine the possibilities and implications of the
collision between a government that is slow to understand, adapt, and imple-
ment and a technology industry that is barreling ahead with each new technology
announced seemingly before the last one has been deployed. Likewise, some of
those works place people at the forefront — the use of collaboration technology to
increase the quality and quantity of true community engagement makes clear the
impact on people. Other research — the regulatory circumstances of cryptocur-
rency — makes scant direct linkage to the end users.

While reading these chapters, whether explicit or not, the underlying principle
of the works is the impact on people. The people who work for and interact with
government now and in the future are the unseen characters and main protago-
nists of a play unfolding in real time. They will succeed or struggle based on how
well the producers and procurers of technologies understand the technology and

keep a focus on the users.
skeskosk
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The authors of the research presented in this book were tasked with examining
various aspects of the intersection of government and technology, including why
government fails at technology purchases and why government lags behind the
private sector on innovation and implementation. They were tasked with explor-
ing the challenges of providing digital government services when large percent-
ages of the population lack digital connectivity and digital literacy skills, and
how the digitally disconnected are impacted by their lack of access. As more
and more services are pushed online, how does government serve those on the
wrong side of the digital divide who cannot fully take advantage of eGovernment
services? Authors were tasked with examining how technology has changed the
way government, particularly local or state governments, provide services.

The authors were presented the objective of making their papers universally
applicable, concluding the research by distilling and elucidating big lessons and
principles. The chapters in this book focus on specific issues and cases and while
having pertinence to entities and on issues far beyond those discussed in this
volume.

Finally, this book is intended to be a starting point for the academic and schol-
arly examination of the intersection of technology and government. The goal of
this book is to break new ground in public policy and administration research.
The current academic landscape surrounding intersection of technology and
government, specifically public policy and administration, is mostly lacking.
Issues around social media, data, and privacy have spurred some policy programs
to include technology related subject matter, but the examination of technology
policy in that realm is different from the issues explored in this volume. For exam-
ple, current procurement policies can be antiquated and antithetical to the way
technology is adopted, but procurement policies are not generally studied in policy
or administration programs. Another, more concrete example occurred in April
2023 when Elon Musk changed the Twitter logo to the Dogecoin logo driving the
price of Dogecoin up by 30%. This and other similar incidents show clearly that
social media can impact stock prices, and by extension the regulatory process of
the Securities and Exchange Commission. Policy schools - as well as policy mak-
ers and regulators - may want to consider the way social media changes the nature
of information distribution and its concordant impact on policy goals and out-
comes. This is a topic discussed directly and indirectly in Chapters 4, 6, and 8§ of
this book. These are just two of many areas technology impacts or is impacted by
policy and administration. Yet, as of the writing of this book, most public policy
programs focus on course work related to policy analysis and creation with no
examination of the interplay and tension between technology and public policy,
particularly policy implementation or the myriad ways in which technology may
assist in achieving policy goals. Similarly, public administration courses and pro-
grams focus on understating the structure and operation of bureaucratic entities.
These courses also generally neglect to examine the impacts of technology on the
administration of policies and programs, or the bureaucracy itself. As such, it is
my hope that this book starts a conversation and creates change in both policy
and administration programs beyond social media, data, privacy, and ethics, and
ultimately how governmental entities approach and understand technology.
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