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G
overnor Mitch Daniels made state government reform a priority upon entering 
office in 2005. Helping change an Indiana local government structure that 
simply doesn’t function well in today’s world is a top priority of the Indiana 
Chamber, one that will have far-reaching benefits. 
 Curtis Clark is the Washington, D.C.-based global director for e-government 
solutions with IBM. Officially, that means he works with public sector organizations 

on strategies for utilizing existing and emerging technologies to transfer their programs, services 
and operations.
 In layman’s terms, he and his IBM colleagues are problem solvers. They team with governments 
from around the world to help the public sector groups operate better, faster and more effectively. 
Clark, who spent 17 years in various executive and legislative positions in North Carolina before 
joining IBM in 1997, shares his experiences and insights in this BizVoice® interview.

BizVoice®: The challenge of getting people to embrace what they need to do – changing the 
mindsets. How much of that do you run into in the various projects, work that you do?

Curtis Clark: “It can be a challenge, but what we’ve observed over time is where there is clear 
leadership in place to drive it and a willingness to build consensus, both at a political and 
organizational level, then you can overcome those challenges. There are a whole series of reasons 
– historical, political, policy – (for resistance), so what we find is that where reform really occurs 
today is where that leadership is committed to what I call the journey of innovation and 
transformation because this takes years, not weeks and months.

“We often tell government leaders when they’re thinking about this innovation and transformation 
that if you try to do everything at one time, that will probably just cascade over you. It’s not that 
you don’t want to lay out the plan, but what you really want to do is identify those parts where 
you can get momentum. The thing that tends to work is you begin to build consensus, start to 
implement change, then other parts of the organization start to come along.”

BV: That mindset, that willingness to embrace change, does it change at different levels of government?

CC: “It actually does seem to change. The way I think about that from time to time is that you 
can’t have organizations wait out reform; you’ve got to find the champions in those 
organizations. I’ve yet, in my almost 30 years of working with governments on both sides of the 

table, not found champions of innovation in organizations. They exist; it’s trying to find 
them, and enable them to move forward, understanding you’ve got multiple layers to 
pay attention to.”

BV: The Indiana Chamber recognized Fort Wayne Mayor Graham Richard as its 2007 
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“I think the tremendous value of the Indiana report is its 
depth and breadth and its bipartisan nature in which the 
commission did its work. It touched on what look like great 
areas of political sensitivity. It’s not surprising that there would 
be significant hurdles. The value is that it puts into focus the 
need to transform and be innovative and do government 
differently.”

– Curtis Clark
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Government Leader of the Year, partly because of his efforts to 
implement metrics to measure performance and ultimately 
improve taxpayer service. There does not seem to be many 
similar efforts in local government.

CC: “We’ve had almost a generation of discussions about 
improving the performance measurement systems of government, 
including accountability and transparency. For a whole series 
of reasons, the management systems are not always in place. 
Sometimes it’s funding, sometimes it’s the fragmented way we 
run government. I am familiar with what happened in Fort 
Wayne. I’ve had a chance to look at the innovative work. It 
sets a best practice standard for us to think about.” 

BV: Can you share some specific examples of success stories?

CC: “If you look over in the U.K., there’s an initiative called 
Southwest One. What has happened in that region is creation 
of this joint venture to actually deliver the services across a 
spectrum of local government. (See more in the sidebar story 
on Page 80). 

“There has been a culture of shared services for about a decade 
in the U.K. They are continuing to experiment with what are 
the right models, all driven off recognition of the need to do 
things in more of a collaborative, consolidated way.

“In Australia, a number of the states realized they had too many 
local governments to sustain and to maintain and to fund, so 
they began to consolidate. Denmark did the same thing – went 
from 200 units of local government to less than 100, recognizing 
that they needed to change the dynamic of how they served 
and how they were organized. 

“Those are three examples where it was recognized at the top 
of government that they needed to do business differently for a 
variety of reasons, then they began to build governance models 

to do that.”
BV: How much of the reform involves financial pressures? Is 
that a good motivator?

CC: “It’s usually one of the top reasons, one of the core drivers. 
The way I like to phrase that is we oftentimes see that 
government has more government than they can afford today. 
In the pressure to balance resources and keep taxes low, 
they’ve got to think more creatively. It can’t always be the only 
driver. There has to be a broader objective – commitment to 
more effective service delivery.”

BV: What about the political factors – a lot of local government 
officials with strong political ties and a strong resistance to change?

CC: “When I talked to you about identifying the champions, 
that also applies at the political level. The ones who say, ‘We’ve 
got to figure out what is the right thing to do for the constituent.’ 
In Southwest One, political leaders aren’t changing, but what’s 
changing is the delivery model. In Denmark, folks would no 
longer be in elected positions when that reform was implemented. 
In all cases, what it really takes is political leaders that stand 
up and say, ‘We can no longer keep doing business the way 
we’re doing it. There are going to have to be changes,’ and they 
begin to drive and embrace those changes.”

BV: You’ve given multiple cases of international efforts. Are 
there any domestic examples?

CC: “At the level the reform effort is framed at in Indiana, 
probably not. It’s got such a broad reach. Are there reform 
efforts within pockets of government in the U.S.? Yes. One 
example is Sandy Springs, Georgia (in Fulton County, near 
Atlanta). They made a decision that they were not getting the 
value of services for the cost of government. The law there 
allows a petition to create new cities.

“What they did that was interesting and intriguing was enter 
into a public-private partnership with a firm to run the services 
of government – at a much lower cost to the citizens than what 
they were paying to Fulton County. They formed a government 
and elected the officials, but instead of putting a huge 
bureaucracy in place they entered into a contract with a third 
party to provide all the government services.”

BV: How big of a concern should it be that most of the innovation 
is taking place around the world, not in the United States?

CC: “That’s something I think about a lot. What is it about 
government in Europe, Canada and Australia that allows them 
to move forward more rapidly compared to what we think 
needs to be done? I don’t know if I have a real good answer on 
that. Some could be the governance models they are operating 
under. I certainly wouldn’t want to give up our political 
structure, however, for others.” 

Former Fort Wayne Mayor Graham Richard received numerous honors 
for his work in measuring and improving local government services.
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Clark says he sees “pockets of innovation” in the U.S., 
pointing to a real-time crime center effort in New York City 
that dramatically improved public safety and a regional 
organization for emergency responders in the St. Louis area 
that delivered the same outcome.

“This bigger governance reform captured in your report is 
where it gets a lot harder.”

BV: You mentioned the broad reach of Indiana’s report. Should 
it be tackled incrementally or should there be an effort to try 
to enact everything at once?

CC: “That’s something you have to decide within the state of 
Indiana. My view – having run a government reform project 
for the state of North Carolina in which we rolled out 350 
recommendations touching every part of government, turned 
them to legislation, then spent a year trying to get the 
legislation passed – was that as we went through that process 
we realized this wasn’t something that was going to happen 
in a day, week, year or biennium. We realized that we 
needed to keep focused, figure out what we could do and 
continue to talk about reform as an agenda item.  

“I think the tremendous value of the Indiana report is its 
depth and breadth and its bipartisan nature in which the 
commission did its work. It touched on what look like great 

areas of political sensitivity. It’s not surprising that there would be significant hurdles. The value 
is that it puts into focus the need to transform and be innovative and do government differently.”

BV: The technology solutions that come with IBM’s involvement often lead to fewer people on 
the job. Is that a problem in increasing the resistance?

CC: “The answer is yes. The way that tends to be captured today is a commitment to maintain 
the current level of workforce and to allow for natural attrition. As the efficiencies come from 
new business processes and implementation of new technologies, individuals who retire or leave 
do not need to be replaced. Then you begin to generate the economies of scale and the values 
you are looking for.” 

BV: Do you have any final thoughts?

CC: “I consider these reform efforts to be a journey; sometimes these journeys are longer than some 
of us would like. But it is a problem of consensus building and collaboration and that is not always a 
smooth, linear path. The business community can get very frustrated with that from time to time. 

“You’ve got to stay at it, stay focused, continue to look for opportunities to move forward and not 
get frustrated. One of the recommendations we had in our government performance audit report 
in 1992 was implemented in 2003. Only about two or three people knew that at the time. I laughed 
when I saw that passed – the gestation period for a government reform effort like that was a decade. 

“That seems too long, but that’s what it was. It didn’t have anything to do with whether the 
recommendation was right to start; it had everything to do with getting the right alignment of 
support to make it happen.”

Southwest One Taking Flight

The name has nothing to do with the airline, but rather 
the region of the United Kingdom in which it is located. 
Nevertheless, the birth of Southwest One is a innovation 

that may lead to imitation by others.
 A brief background from the Southwest One web site: 
 Southwest One is a joint venture company set up between 
Somerset County Council, Taunton Deane Borough Council, 
Avon and Somerset Constabulary and the global IT and 
business management provider IBM.
 This unique partnership has come about due to a shared 
belief in delivering excellent services to local communities as 
cost effectively as possible. For several years now, the amount 
of money needed to maintain public services has risen faster 
than the funding available to do this. 
 For the first time in the country, two public authorities 
and the police have teamed up with a private sector company 
to transform a range of support services. It will deliver services 
such as information technology, finance, human resources, 
property, procurement and customer contact centres. 
 A combination of streamlined procurement and negotiating 
more efficient contracts is expected to save in the region of 200 
million (British pounds) over 10 years for Somerset County 
Council and Taunton Deane Borough Council.  
Resource: Southwest One at www.southwestone.org.uk

 I N F O R M A T I O N  L I N K

Resource: The IBM Center for the Business of Government at www.businessofgovernment.org
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