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IF ASKED TO NAME ONE TREND RESHAPING 

THE WAY GOVERNMENT AGENCIES THINK 

ABOUT THEIR EMPLOYEES AND CITIZENS, 

YOU’D BE HARD PRESSED TO GO PAST 

MOBILITY. WITH AUSTRALIANS EXPECTING 

TO ACCESS GOVERNMENT USING THE 

SMARTPHONE IN THEIR HAND, THIS ONCE-

ESOTERIC CAPABILITY HAS RAPIDLY 

BECOME THE DRIVING FORCE FOR THE 

REINVENTION OF GOVERNMENT.
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d
espite its appeal, however, mobility 

continues to throw up new obstacles 

for change-minded government 

bodies. The complexities of device 

management and user support, as well as the 

security and governance risks introduced by 

bring your own device (ByOD) programs, and 

the sheer expense and effort of diving into mobile 

application development have all crowded the 

already-busy plates of government CIOs tied up 

in the throes of corporate reinvention.

Easy or not, however, the shift to mobility 

is on – so it’s important to be on top of what it 

means for your organisation. Thankfully, vendors 

and consultants are starting to rack up the 

mobility success stories, which means it is getting 

easier and easier to make the shift.

For this issue’s roundtable, we spoke with 

three mobility-industry leaders – enterprise 

mobility platform vendor BlinkMobile 

Interactive director Darren Besgrove; Tait 

Communications global solutions manager 

Bruce Mazza and Tait mobility partner Mobile 

Mentor CEO Denis O’Shea; and Telstra’s 

general manager for enterprise mobility 

solutions, Amardeep Toor – about the evolution 

of corporate mobility and its disruptive 

implications for all levels of government.

GTR: WhAT ARe youR GoveRnMenT 

cusToMeRs AskinG AbouT MobiliTy And 

byod?

MAzzA: Many organisations are still early on 

in that journey, and they’re ranging from totally 

supporting ByOD to rejecting it. There is a lot of 

thinking going on and a lot of clear investment in 

trying to understand what the decision should be 

at this moment.

TooR: ByOD is absolutely the buzzword today. A 

lot of government customers are asking for it, but 

right now many of them are not very clear on what’s 

the driver for it. End users are pushing them, saying 

“I’ve got my own device that’s better than what 

you’re offering” – but a lot of customers aren’t clear 

on the objective and think it’s about lowering costs.

Others have moved away from that thinking, 

because it’s not just about lowering costs; it’s more 

about keeping your employees happy, and giving 

them tools they want to use – and being able to 

leverage that to improve productivity, and to drive 

extra benefits that way rather than just being purely 

cost driven. They’re starting to think that they 

need a clear strategy that may start with Hr, and 

setting responsibilities around data, usage policy 

and so on.

o’sheA: The ByOD paradigm is particularly 

interesting in the emergency communications 

space: staff still need to have their critical 

communications, and when the organisations 

are thinking about where to spend money they’re 

considering whether to buy 1,000 Apple devices 

instead. But for as long as they don’t make a 

decision, they’re in a situation where by default 

staff are using some sort of personal mobile to 

do communications on the job. The question 

is whether they admit that it’s happening and 

manage it, or whether they just turn a blind eye 

to it.

GTR: hoW cAn GoveRnMenT 

oRGAnisATions MAnAGe byod’s Risk, 

pARTiculARly in The conTexT of TheiR 

sTRicT GoveRnAnce RequiReMenTs?

o’sheA: They need to take a deliberate 

approach to ByOD. We’ve used a framework in 

a number of organisations that includes policy, 

security, support, spend and governance. If an 

organisation goes through those building blocks, 

and puts them in place in the right order, you’ll 

get a good result from a ByOD program. But 

it has to happen in a structured fashion and be 
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”MAny oRGAnisATions siMply cAnnoT 

AffoRd The lATesT And GReATesT, And TheRe 

is A shoRTAGe of ReliAble, devices WiTh 

A Good level of funcTionAliTy in The 

MidMARkeT. ThAT is An exTRAoRdinARily 

chAllenGinG decision foR MosT 

oRGAnisATions We inTeRAcT WiTh.“  

denis o’sheA

if Asked To nAMe one TRend ReshApinG The WAy GoveRnMenT AGencies 

Think AbouT TheiR eMployees And ciTizens, you’d be hARd pRessed To Go 

pAsT MobiliTy. WiTh AusTRAliAns expecTinG To Access GoveRnMenT usinG 

The sMARTphone in TheiR hAnd, This once-esoTeRic cApAbiliTy hAs RApidly 

becoMe The dRivinG foRce foR The ReinvenTion of GoveRnMenT.



a deliberate, conscious thing rather than just 

reacting to demand or responding to situations 

in an ad hoc way.

GTR: hoW Well ARe Mobile device 

MAnAGeMenT (MdM) plATfoRMs helpinG 

MAnAGe The influx of Mobile devices?

o’sheA: MDM is absolutely necessary, and most 

organisations are making decisions around their 

first, second or third investment in MDM. Those 

who are serious about ByOD are using MDM as 

a way of enabling it to happen, and putting in at 

least two of the layers of security that are required.

Depending on which MDM platform you 

choose, you can go far – but potentially not all 

the way. We see MDM as being an enabling 

technology that can assist with ByOD, but 

there are other issues. For example, some of 

the intangibles around policy, defining the 

rules of engagement between the organisation 

and employee who’s bringing in devices, and 

protecting employee’s privacy to make sure 

MDM is not going too far.

The other area that really cannot be addressed 

with MDM is cost control. Particularly with new 

services, they can make the old copper connection 

look a bit slow, and [4G] just facilitates way more 

use. People are not aware of the amount of traffic 

that’s flowing, which just makes it easier for us to 

spend a lot of money, very quickly.

TooR: We are offering an MDM capability as 

part of the overall mobile proposition. We have 

partnered with [MDM vendor] Airwatch, and 

have hosted the solution in our infrastructure 

so we can offer it as a service, customers pay a 

monthly fee based on the number of devices 

they’re managing. While some customers 

are deploying MDM solutions behind their 

firewalls, the SaaS model is getting increasingly 

popular as customers need not invest upfront in 

infrastructure and software licenses.

GTR: hoW Well does MdM help 

oRGAnisATions conTRol Which Apps 

TheiR eMployees loAd And use?

o’sheA: The tools are getting better at managing 

the inventory of apps on a device. Most have app 

wrapping capabilities, which let you wrap a few 

lines of code around a standard commercially 

available app before you deploy it. That will allow 

you to control how it behaves and interacts with 

other apps, whether you can open an attachment, 

and so on. Those security controls are now quite 

configurable using the app wrapper technology, 

and the ability to wrap apps and securely deploy 

them as part of a profile, is a very valuable layer 

of security in the stack.

TooR: Telstra recently made an $18.3m 

investment in [US mobile apps management 

startup] Kony, which will help us put out 

solutions around applications management 

and applications development. This will 

allow organisations to distribute apps to their 

employees and also enforce security and access 

policies across those apps. For example, a user 

may be accessing a corporate SharePoint server, 

and the app will stop you copying data into 

another external storage environment. When 

deployed in conjunction with MDM, this 

provides an extra level of security and comfort.

GTR: Given The spReAd of byod, do 

oRGAnisATions sTill need To MAke 

decisions AbouT AccepTAble Mobile 

devices?

besGRove: We’re finding that whole device-

led conversation is not as common anymore. 

Devices are part of the strategy but they’re not 

the entire strategy, and we like to detune it and 

keep things in perspective. For us and all of our 

40 government clients the process begins with 

“what’s now possible?” or “what business process 

can be transformed on the back of this disruptive 

technology?” Clearly identifying desired outcomes 

and working through a business case naturally 

takes in all the factors you need to deal with.

TooR: We’re finding that organisations are 

thinking more about publishing a list of devices 

that are allowed to connect, rather than having 

a pure “bring any type of device” policy that is 

almost impossible to manage. These devices have 

to meet minimum criteria to be able to managed 

through an MDM and only then allowed access 

to the corporate systems. That seems to be the 

norm now.

o’sheA: We’re seeing the market both converge 

and diverge in a very bizarre set of ways. It’s 

easy to make device decisions at the top end of 

the market, but it is becoming extraordinarily 

difficult to make device decisions at the middle 

tier. Many organisations simply cannot afford the 
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”The ThinG ThAT fAzes MosT GoveRnMenT 

depARTMenTs is ThAT They look AT The size 

And coMplexiTy, And iMMediATely sTART 

To Think They’Re GoinG To hAve To boil 

The oceAn To Roll MobiliTy ThRouGh The 

oRGAnisATion As An enAblinG lAyeR…. 

soMe of The besT pRojecTs We’ve done  

hAve sTARTed WiTh no MoRe ThAn 8 To 

10 people ThAT hAve A veRy specific And 

idenTifiAble need.“  

dARRen besGRove
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latest and greatest devices, and there is a shortage 

of reliable and secure devices with a good level of 

functionality in the midmarket.

To do anything in that midmarket price 

range – say, $300 to $500 per device – you’re 

probably working with Android, and dealing 

with a bunch of malware, viruses and other 

threats that are beyond the ability of most 

organisations to manage. Windows Mobile 

doesn’t have the maturity, and Apple is 

too expensive for that mid-market. It is an 

extraordinarily challenging decision for most 

organisations we interact with.

GTR: WiTh All The focus on byod, iT’s 

eAsy To foRGeT AbouT Apps. hoW does 

The App business cAse sTAck up foR 

GoveRnMenT AGencies - And is iT sTill A 

Good ideA To build full Mobile Apps?

besGRove: The learning curve for and against 

full mobile apps is definitely still on the rise. 

We’re finding that there are more tenders being 

called for, more projects being scoped, and that 

the government audience is a lot wiser about 

what they’re trying to do. Full mobile apps 

still have their place but the appreciation and 

understanding of what’s now possible with web 

and hybrid mobile apps is much more refined, 

and the projects we get brought into are much 

more specific in what they’re trying to achieve.

This helps us to quite specifically add value 

and respond – and it helps us because we’re not 

burning as many cycles on the education side of 

things, as we would have done four years ago. It’s 

also good for the clients, who aren’t just putting 

expressions of interest into the market and sitting 

on them for 18 months while they pondered 

where to go. They now know what they can get 

from both native and hybrid mobility, and they 

know what they are asking for – and it’s much 

better all around.

TooR: There’s definitely a desire by organisations 

to be seen as innovative, and to provide better 

customer service – whether it’s as simple as being 

able to ask “where can I find the closest carpark?” 

or “how do I complete some work processes 

without having to go back to my desk?”

Whether it’s increasing customer 

satisfaction, streamlining business processes, 

deploying new revenue streams, or increasing 

productivity, the challenge for organisations is 

that they have to think about managing apps 

in a way so they’re not replicating their efforts 

again and again across different parts of the 

organisations as they launch more apps for their 

customers and employees.

The way to do this is to have a standard 

framework that covers requirements gathering, 

business case, security criteria, etc. and allows 

the organisation to reuse these modules.  If not 

managed properly, the cost of catering for new 

devices, operating system updates and rich user 

experiences can be quite resource hungry and 

expensive to maintain. This is where Telstra Kony 

solutions can help empower customers to quickly 

build apps that run on the broadest set of operating 

systems and devices – all from a single code base.

o’sheA: Development strategies are important. 

Those taking a classic waterfall approach to 

deployment of mobile strategies are often 

struggling and their development program is 

behind where they want to be, and sometimes off 

the mark. Where we are seeing successes is those 

with an Agile approach, where devices, services, 

security tools, adapters and connectors are 

changing simultaneously. The Agile framework 

tends to make an organisation more comfortable 

in dealing with ambiguity and realising there are 

a lot of things changing at the same time.

It’s about adjusting what they’re trying to 

achieve and doing it on the fly. That shift, we 

think, is essential to being successful with a 

mobile strategy: the more flexible the approach 

the better, and not to have expectations that go 

over 12 to 18 months – but rather iterate over 

short periods by collaborating with customers, 

and learning and repeating with incremental 

improvements over time.

GTR: hoW cAn GoveRnMenT AGencies 

Avoid ReinvenTinG The Wheel When iT 

coMes To MobiliTy?

besGRove: There’s some commonality in terms 

of what people are getting up to, but we tend to 

find that nearly every opportunity is different 

enough that it requires a fairly customisable 

approach. We don’t see a situation where 

someone could roll out a customer-facing app for 

local government, for example, and think that 

one lot of development is going to be used and 

useful by 100 different councils. They all have 

different needs and motivators.

Even with organisations that are 

fundamentally similar, it is very much a custom 

solution. They want to make sure that their 

round table

”TheRe’s definiTely A desiRe To be seen 

As innovATive, And To pRovide beTTeR 

cusToMeR seRvice - WheTheR iT’s As siMple 

As beinG Able To Ask “WheRe cAn i find The 

closesT cARpARk?” oR The RTA pRovidinG 

Apps To TheiR useRs. The chAllenGe is ThAT 

They hAve To Think AbouT MAnAGinG Apps 

in A WAy so They’Re noT ReplicATinG TheiR 

effoRTs AGAin And AGAin As They lAunch 

MoRe Apps foR TheiR cusToMeRs.“   
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ratepayer-facing service engages the camera, 

scanning and location capabilities of the device, 

for example, but some councils will want to go 

heavily down that path and others less so.

In order to streamline the development 

process and avoid reinventing the wheel we use 

what we call an Interaction Oriented Architecture 

to model common user interactions. Once you 

model that, it doesn’t really matter what the 

back end system is, since you’re just calling on 

the data. Once you have the user outcomes and 

interactions understood, you can roll out a very 

customised solution for people very quickly. It’s a 

very different view of the world than the old view 

saying “I have a core system and want to shove it 

down to this device”; we instead look at it as “how 

do we serve that function best?”

GTR: cAn viRTuAl deskTop 

infRAsTRucTuRe (vdi) And Mobile-

sAndboxinG TechnoloGies iMpRove The 

secuRiTy of Mobile devices?

TooR: Sandboxing works, but I’m not fully 

convinced about it yet because it creates some 

user interface issues. If you think about why 

people want to use their own devices, the 

primary reason is that they want access to what 

they know and love. They believe what they have 

is better – so if sandboxing limits that capability 

in some way or shape, it impacts the user’s 

adoption. Security profile-based tools can be 

more effective.

It is still early days for vDI technology on 

mobile devices, with the key challenge again, 

not being able to support the native device user 

experience.  While vDI on desktop definitely has 

some compelling use cases, I am yet to see how 

that translates to small screen mobile devices. 

o’sheA: We’ve seen sandboxing to be quite 

successful in the high-value segments of the 

market – the financial services segment, and 

federal government. For example, many agencies 

in Canberra use a sandboxing solution from 

Good Technology. However, that technology 

has its downsides and one of those is the user 

experience: [with vDI] you have to go into 

applications that are not native to the device, 

and can’t use email addresses and contacts on the 

device, so some users may push back.

GTR: is iT beTTeR To build A full App oR 

focus on hTMl5 As A coMMon, cRoss-

plATfoRM sTAndARd foR App deliveRy?

besGRove: Customers are becoming more 

open to what HTML5 can do. The feedback 

we’re getting is that the support and takeup of 

HTML5 as a cornerstone piece of technology is 

growing quite dramatically. Confusion still reigns 

with some people – and some people find it hard 

to distinguish between the two – but while they 

refer to it as an app, the technology actually used 

to deliver these solutions is more of a hybrid.

We’re very committed to the HTML5 path, 

and will try to deliver as much HTML5 as possible 

for any given solution. We also employ hybrid app 

shells or app wrappers to deliver those functions 

that HTML5 isn’t capable of – and as a particular 

feature or function becomes available in HTML5, 

we’ll decommission it from the app shell.

GTR: Will incReAsinG use of Mobile 

devices pRoMoTe The use of cloud-

bAsed seRvices?

TooR: Absolutely; mobility and the cloud are 

increasingly coming together. Organisations are 

realising that sometimes it is very expensive to 

mobilise complex back-end legacy systems, so 

if there is an opportunity to improve a business 

process by utilising a stand-alone cloud-based 

mobility solution, they are willing to use that 

as a proof-of-concept. It also helps overcome 

capital expense requirements and lengthy project 

deployment timeframes.

Once you have identified the key business 

processes that you want to mobilise, you 

can pretty much get it going in weeks with a 

cloud-based solution, rather than months and 

sometimes years.

GTR: hoW cAn GoveRnMenT AGencies 

develop business cAses ARound 

MobiliTy iniTiATives, pARTiculARly in A 

TiMe of budGeT AusTeRiTy?

TooR: Mobility Solutions can deliver very 

compelling business cases whether these are 

focussed on improving customer satisfaction, 

support employee productivity and/or enable 

better business processes. Cloud-based solutions 

definitely help do proofs-of-concept at a low 

cost, while organisations can work out longer-

term solutions in parallel.

For example, almost every organisation has 

a paper-forms based solutions today, if you are 

able to replace that with a mobile-forms based 

round table

”MAny police foRces hAve been veRy  

public AbouT TheiR desiRe To dRive 
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solution that costs only $25/user/month, and it 

enables your staff to do one extra job in a week, 

the rOI is quite compelling. And let’s not forget 

the elimination of errors in transcribing paper 

based information into systems.

For consumer B2C type apps, the goal is 

to improve customer service. More and more 

organisations are focused on that, and from a 

government point of view it’s about serving your 

citizens better – and giving them better access to 

communicate with the government.

For example, one council in the US has given 

an app to people using its cycleways. The app tracks 

every time there is a bump in the cycleway, then 

picks up the GPS coordinates and feeds that back 

to the council. Imagine the power of getting that 

data in real time, from multiple users, and using 

that to send out road crews. This would let you get 

roadworks allocated in a much more efficient way, 

and also make your citizens feel more involved.

besGRove: Building a business case is all 

around identifying desired outcomes and the 

flow on from improved business processes, and 

they don’t all have to be significant goals. Being 

able to identify time savings and efficiencies of 

30 minutes a day across only 25 people can still 

show a $200,000 return, so look for the ‘low 

hanging fruit’ as your early projects.

For example, Logan City Council found that 

they covered our entire platform cost with their 

first two forms projects. They have since moved 

on to deliver many more internal projects for no 

additional platform cost. 

Adopting an agile approach also helps get that 

business case through the approval process. We 

find being able to develop a complete citizen 

focused mobile solution in under a month is 

massive, particularly in government who 

we’re finding to be at the more dominant 

end of things at the moment. They’re 

dealing with so many legislations, rules 

and regulations and issues. And they’re 

not flush with funds, so if there’s a way 

an agency can do eight inspections in a 

day instead of five, they’re up for that.

MAzzA: There are two key factors for 

the front-line part of government. One is 

strategic, and this idea that the budgets to hire 

front-line workers are not there and probably won’t 

materialise. Because of that, people are looking at 

the productivity case in mobility. For example, 

many police forces have been very public about 

their desire to drive significant workforce efficiency, 

so they can gain more time for police officers to be 

in the field dealing with crime rather than dealing 

with paperwork at the police station.

There’s also an element of increasing the 

safety and effectiveness of the workers and 

the public they’re serving, by providing better 

information. I’m sure there are other strategic 

reasons for mobility, but these continue to come 

up when we work with customers.

o’sheA: For some police, one of the biggest 

benefits has been that they can now put a 

mobile number on the business card of a police 

officer. In the past, citizens had to call the local 

police station –but the fact that officers have 

one identity through a mobile number has 

vastly improved accessibility to the police. It’s 

so simple you wouldn’t think about it, but it’s a 

major improvement for an organisation that is 

operating with collective mass and had not had 

that unique, identifiable access number.

TooR: Our strategy is to partner with leading 

solution providers and offer our customers 

cloud-based mobility solutions that are easy 

to deploy and offer fast business benefits. At 

the same time, we’re cognisant that customers 

do have a huge investments in their back end 

systems, and that’s where solutions like Kony 

will come to help mobilise those. In addition, 

we are partnering with a number of professional 

services organisations to be able to offer our 

customers end-to-end solutions – from discovery 

consulting of where mobility can deliver benefits, 

to complete custom app development.

besGRove: One important point is to 

encourage any government agency to start by 

doing… something. It doesn’t need to be an 

extensive activity, or a complex project to get 

people going. I think the thing that fazes most 

government departments is that they look at 

the size and complexity, and immediately start 

to think they’re going to have to boil the ocean 

to roll mobility through the organisation as an 

enabling layer.

But it doesn’t have to be that way: some of 

the best projects we’ve done have started with no 

more than 8 to 10 people that have a very specific 

and identifiable need. Finding a starting point 

– which has clear business value in terms of a 

return, has clear business processes that can easily 

be streamlined, and not trying to turn it into 

the all-encompassing project that’s going to get 

bogged down in meetings for a year and a half – 

that’s probably the best piece of advice we could 

give government at the moment. Once you find 

a nice, easy start point you find that you start to 

build a groundswell quite quickly.
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