
By Lawrence Moule
Co-Editor, Municipal Interface

The public sector is leaping into the telecommu-
nications networking business. 

Instead of leasing lines from common carriers,
an increasing number of municipal organizations are
building, or plan to build, their own fibre-optic networks.

So pervasive has this trend become that a national
conference on municipally owned telecom networks
will take place in the spring of 2001.

The potential savings are irresistible. 
In the Region of Peel – encompassing the munici-

palities of Mississauga, Bramp ton an d Caledon (just
northwest of Toronto) – the fibre-optic network owned
by these three partners cuts two million dollars a year
from the cost of leasing data and te lephone lines.  (See
“Fibre  Network Saves Millions” in the November 2000
issue of Municipal Interface).

Carle ton  University,  which is p art of a network
being built in Ottawa, will also see its cost of data-line
access cut d ramatically – from $3 ,000  a  month to
abo ut $3,000 a year – once th e network is up an d
running, says Chief Information Officer Wendy Stark.

In Toronto, a  City Council committee is conducting
a feasibility study for a municipally controlled fibre-optic
network. Such a network could substantially reduce
the $1 9 million in  data-line charges that the City,
together with the Toronto Police Services and Toronto
Public Library, budgeted for fiscal 2000, says former
councillor John Adams.

Adams, who  was the foun ding chair o f To r o n t o
C o u n c i l ’s Telecom munication s Steerin g Committee
befo re re tiring from municipal politics this last fa ll,
expects to see public-sector networks spread rapidly.
The motivation is not only to cut costs but to meet an

economic necessity.
“Fibre-o ptic netwo rks are  goin g to become as

comm on as ro ad s and water p ipes,” says A d a m s ,
president of Cottingham Solutions, a telecommunica-
tions strategy consulting firm.

“Most people think it’s a good idea to have water
and road  access to your property,” he says. “In the
21st century, you won’t be able to do without having
massive data pipes to your property.”

Adams hopes that Toronto will adopt the “condo-
miniu m” ap proach  that is finding favour in other
municipalities. Under this approach, municipalities
join forces with other organizations, including hospitals,
scho ols,  other levels of go vernment and  sometimes
private-sector businesses, to jointly pay for the instal-
lation of fibre-optic cables linking their buildings. The
co-owners hire a contractor, often a te lephone company,
to  install the  cables and maintain the d ata network  
(Continued on page 27)
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Each year at this time, many publications include a
list of predictions for the coming year. With so
much progress occurring in municipal information

technology, I think it’s a good idea to make some pre-
dictions of our own. So . . . 

I predict that 2001 will truly be the year of e-gov-
ernment  for municipalities. During the past two years,
many municipalities having been looking at e-govern-
ment – some have developed feasibility studies and
pilot projects, and others have implemented simple
electronic service delivery applications. Based on
what I have seen in the past couple of months, it looks
like  there will be some major e-government projects
under way, including more electronic delivery services
such as registrations, call centres, and bill presentment
and payment applications. In addition, several munici-
palities have already selected suppliers for their imple-
mentations. 

These projects are now moving past the investiga-
tion and pilot project phase for several reasons. Better

software is now available, bill-payment service
providers such as EPost and ERoute have launched
their products and are now open for business, and
municipal restructuring is calling for a more cost-effec-
tive way to do business.  

A trend that seems to be emerging in these imple-
mentations is the self-funding model. In this approach,
municipalities partner with an e-business pro vider
and , instead of paying an up-front imp lementatio n
cost, nego tia te a co ntract based on  transaction fees.
This seem s to be a win-win arrangement – municipali-
ties do not need a large amount of up-front capital,
and they are able share the risk with their partners.
Over time, the suppliers also obtain a fair return for
their risk and investment.

Another technology that may emerge in 2001 is
the use of wireless handheld devices. Many people
already use Palm Pilots, RIM devices, cell phones and
pagers. The primary application is messaging. The
(Continued on page 4)
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For the first time, information
systems managers from munic-
ipalities and the government 

of Ontario will meet together at 
an information session to discuss
topics of mutual interest.

Representatives of MISA
Ontario members are invited to
participate in this session, to be
held  Friday, Feburary 16 , 2 001, 
at the MacDonald Block in down-

to wn Toron to (9 00 Bay Street).
Design ed to b ring mu nicipal 
managers up-to-date on provincial
government initiatives and to begin
a d ialogue, this even t is a joint 
project of MISA Ontario and the
On tario Management Board
Secretariat.

Although the program is under
review at press time, the session will

focus on provincial programs that
are  delivered at the municipal level,
such as Provincial Offenses and the
Business Transformation Project.

To attend, please complete and
fax the form on page five, or register
by e-mail a t the  add ress sho wn .
M I S A Ontario  President Wa l t e r
Gasparini has more information  
at 519-5 75-45 70, ext. 3077 . n

(Continued from page 3)
technology of these devices is
being in tegrated, and they can
now be used to deliver applica-
tions that involve so much more
than just looking up the weather
report or checking on the perfor-
mance of a stock. Caution is still
advisable  with th is techn ology,
h o w e v e r, because it is changing
rapidly and there are few standards
for inter-operability. Remember
the old days of VCRs when there
were Beta and VHS versions? In
the wireless arena, look for the
acronyms WA P and IMODE.
These are two competing tech-
nologies, and it is not yet clear 
if one will predominate.

My last prediction is more of 
a wish than a prediction. For a
nu mber o f years, municipalities
have participated with federal and
pro vincial levels of governm ent 
in moving to integrate electronic-
service-delivery models. Progress
has varied in different parts of the
country. Right now, MISA Ontario
is working to  develo p closer ties
with the p ro vincial government,
and we have successfully obtained
provincial representation on our
executive. 

Our wish? That this will even-
tually result in one or more i n t e-
grated service delivery projects. 
Happy 2001!
gwalter@region.waterloo .on.ca n

This is the first issue of M u n i c i p a l
In t e r f a c e for 200 1, an d the
editors invite  all MISA m e m b e r

representatives to continue yo ur
strong participatio n in the journal
this year.

Under the leadership o f the
Communications Committee and 
its Chair Jim  d e Hoop,  we h ave
expanded the national focus of our
artic les and also adop ted a  new
look, created  by our designer
Natalie Coombs.

Articles are welcome from both
municipal and associate memb er
representatives. The themes for 2001
are: electronic service delivery
( M a rch), efficiency-boosting software
(May), property management issues
(September) and telecommunications
(November). n

The Municipal Interface editorial and production team is looking forward
to 2001. From left, co-editors Jane Morgan and Lawrence Moule, designer
Natalie Coombs and printer Lindsay Hill of Select Printing.

2001 – A YEAR OF COLLABORAT I O N ? Editors’ Note

ARTICLES SOUGHT
FOR JOURNAL

EVENT TO EXPLORE BI-LEVEL ISSUES

In the No vemb er 200 0 issue, 
the Web site of Richmond, BC –
w w w. c i t y.richmond.bc – was cited
i n c o r r e c t l y, and the name of Frank
Mayhood of Kamloops, BC, was
also misspelled. The editors 
apologize for these errors.

CORRECTIONS
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M I S A O N TA R I O
E-Government Information Session

In Co-operation with Management Board Secretariat

F r i d a y, February 16, 2001
9:00 a.m. to 4:30 p.m.

Nipigon/Nipissing Room, MacDonald Block
900 Bay Street, To r o n t o

R E G I S T R ATION FORM

Surname: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . First Name: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

Title: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

Municipality or Organization: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

Address: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

City: . . . . . . . . . . . . . . . . . . . . . . . . . . Province: . . . . . . . . . . . . . . Postal Code: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

Telephone: . . . . . . . . . . . . . . . . . . Fax: . . . . . . . . . . . . . . . . . . . . . E-mail:. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

There is no registration fee.
Please make your cheque payable to MISA and e-mail or fax your registration to:

Barb Wagner, Waterloo Region
150 Fredrick Street

Kitchener, Ont. N2G 4J3

Tel: 519-575-4570 x 3058
E-mail: wbarb@region.waterloo.on.ca

Fax: 519-575-4562
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Now you can plug in to layers of the most

c u rrent, reliable  and comprehensive data

(over  10 0 spatial and 50  attribute data sets)

with a few simple clicks!

Introducing GeoServerTM Explorer: the first

browser-based, turn-key spatial solution for

your Ontario land use searches.

Across the province or across the street,

GeoServer puts the information you need at

your fingertips. You define the parameters of

your search and GeoServer delivers your

results – in seconds. No more leg work!

GeoServer Explor er. Easy, flexible, 

and ready for your Intranet.

www.teranet.ca

Browse 
all of Ontario on your 

desktop!

© 20 00  Teranet Enterprises Inc. GeoSer ver and Geo Server  Exp lorer are trademarks of Teranet En terprises In c. Teranet is a 

re g i s t e r ed tra dema rk o f Teran et Land  Information Services In c. All o ther tra dema rks are pro p e r ty of their  respective owners .
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CAREER PROGRESSION MODEL
AIDS SURREY’S LABOUR RELAT I O N S

It hurts when you lose good people. It hurts when
you can’t attract the peop le you need. In municipal
IS managem ent, p roblems like these seem to be

never-ending. So are issues of compensation, training
and career progression. If only they could be managed
logically and objectively, like designing a network.

Well, they can be. In the City of Surrey, BC, they are.
S u r r e y ’s Info rmation Tech nology Divisio n uses a

progression and compensation model to show everyone
where they fit and where they can go. Since the model
was introduced, labour relations have improved, and
turno ver amon g permanent emplo yees h as averaged
only about five per cent a year.

Chief Technology Officer Gary Scott, who led the
team that developed the model, says that it gives one
ob jective foundation  to  the managemen t o f hu man
resources in IT.

“Within an IT strategic plan you have technology
architectures and you have application architectures,”
Scott says. “We have a human resource architecture 
as well.”

S u r r e y, located just south of Va n c o u v e r, is the second-
largest city in British Columbia, with a population of
340,000. The Information Technology Division employs
45 to 60 people, depending on the number of projects
under way. Before the introduction of the progression
and co mpensation  m odel in  1995, the d ivision  had
mo re than its share of human reso urces problems.

Employee classifications were outdated, and re lations
with the Canad ian  Union of Pub lic Emplo yees were
strained. Union members complained that there appeared
to  be an  up per limit on  ho w far an emplo yee cou ld
advance, and it was no t clear o n what basis an yo ne
could be promoted.

Th e u sual d ifficulties of recruitment were co m-
pounded by a lack of c larity regarding what the IT division
could offer in competitive compensation, training and
opportunities for advancement.

Scott, who came to Surrey in 1993 after management
experience in the oil, agriculture, telecommunications
and construction industries, sought to bring order and
consensus to the division’s human affairs. He lobbied

the senior management of both the City and CUPE to
adopt a model that set out criteria for compensation
and career progression.

The model grew out of a business need for more
project managers in the IT division. As well as reflecting
a balanced mix of skilled external recruits, Scott wanted
to build  in opportunities to promote from within the
o rganization. And he wanted  to  remove any perc e p-
tion that career ad vancement to CUPE members was
limited. So he and his team designated a series of jobs
within the division (starting with the position of Project
Advisor) as being management jobs outside of the bar-
gaining unit. An employee with the requisite qualifica-
tions, training and performance could progress through
what was called  the Pro ject Management Stream ,
potentially to the top role of Chief Technology Officer.

Fo r exam ple, the Pro ject Management Stream  is
represented on a grid. Across the top, a series of numbers
represents advancing levels of qualifications. Each
po sitio n is shown in a box in a  colu mn beneath the
appropriate qualification level.

Do wn  the left side of the grid,  a series of letters
descends from the top in alphab etical o rder. They 
indicate the level of responsibility and accountability
for each job shown in the boxes. Service Area Manager
1, for example, is shown in a box o n the grid  under
row F, column 6. That indicates a relatively high level
of qualifications and impact on the business. The pay
classification is also shown in the box.

When the Project Management Stream was intro-
d u c e d , the CUPE executive was told that any employee
or contractor who wanted to fill a project management
vacancy and  who co uld demonstrate the necessary
qualifications and performance could enter that stream.
Then this employee had the opportunity to move up
the ranks in accordance with his or her talent and
ambition – with no artificial barriers in the way.

“We’ve shown people how they can move between
the union lines and the highest levels of the technolo gy
management stream,” Scott says. “We’ve shown them
that they can get training and they can get growth. A n d ,
as we have expanded, we have proportionately added
union and non-union positions.”
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The Project Management Stream has been imple-
mented in the IT division for six years now. Once it
became institutionalized – as evidenced by no staff
grievances and the City’s increasing use of this model
to post project manager positions – the same concept
was used to construct a progression and compensation
model that encompasses every position in the division,
including part-timers. The design team included union
staff, labo ur negotiations and  HR man agement, and
the CUPE executive who en dorsed the model in 1999 .

Today there are five broadband streams or classifi-
cations o f jobs in  the division : Su pport Specialist ,
Analyst, Architect, Project Manager and Service Area
Manager. There are between three and eight distinct
position titles or roles within each stream.

All of the streams are  represented in different colours
on the grid that illustrate the model. Sometimes the streams
overlap, and there is often more than one position title
in a box, within the same compensation range.

At the to p left of the grid, the  position of Su pport
Specialist Trainee appears in box A1. To the right of it,
in box A2, appears the next progression, the full-time
position of Support Specialist 1. Below that, in a position
of more responsibility and accountability, the position
of Support Specialist 3 appears in box B3. The positions
progress to the right and downward on the grid.

“You can progress from one stream to another stream
if the organization has the business need, and grow or
retract across those boundaries,” Scott says. “So people
can realistically adjust their career path. And th ere

have been new unio n compen sation ran ges mapped 
to each one of these b oxes, bu ildin g on the re lative
compensation o f the Project Management Stream.”

Compensation is linked to both the position holder’s
skills and knowledge, and responsibility and account-
a b i l i t y. These are all defined. When the grid is displayed
on a computer screen, the viewer is able to discuss the
differentiation of roles in detail with a manager.

H e r e ’s an example.  Box D5 ho lds the po sition of
Applications Analyst 2. A viewer can drill down in that
bo x an d find  what co re skills an d knowled ge are
required as described under five parameters: commu-
nications skills, business knowledge, technical knowl-
edge, problem-so lving skills and  levels of education
and training. Temporal technical standards or product
skills are not specifically referenced in the model.

Responsibility and accountability are also defined
for that position. An excerpt follows: “Functions as a
specialist within a team by providing information relating
to (his or her) level of expertise. Decisions have impact
upon a single application for a single client.”

This contrasts with the box below, D6, which holds
Applications Analyst 3. In this position, decision s affect
multiple c lients. The jo b holder’s core  competencies
may be the same, but the position holds more respon-
sibility than the job defined in box D5, and therefore
has a higher pay grade.

Defined levels of skills and knowledge progress from
1 to 8, and levels of responsibility and accountability
from A to H. The role of Chief Technology Officer is in
the bottom right-hand corner of the grid, box H8.

Scott believes that this model is applicable to any
size of municipal IT department, because job definitions
could be compressed or expanded to fit the number of
boxes applicable to the number of staff. 

He says that the major benefit that the progression
a n d compensation model has brought to Surrey is to
clarify what kind of win-win career is possible within
the IT d ivision. Client roles can also be mapped to the
m a t r i x .

“There’s not much discussion today of the original
set of retention and recruiting issues,” he adds.

The d ivision is considerin g disseminatin g the pro-
gression and compensation issues and solutions model
as a Web seminar or on a CD at a cost affordable 
to municipalities. 

Anyone expressing an interest in acquiring 
details o f the m odel can co ntact Scott a t
GWScott@city.surrey.bc.ca. n
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This is a simplified illustration of a portion of the
career progression matrix, showing how jobs are 
positio ned according to skills and reponsibility.
Careers advance to the right and downward.
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O N TARIO DISCOVERS SOME PRINCIPLES
FOR RETAINING I&IT PROFESSIONALS 

1 0

By Marcella Robitaille
Ontario Management Board Secretariat

Effective management of information and information
technology is just as vital to municipalities as it is
to the Ontario  govern ment. In  any government

b o d y, we can on ly achieve peak performance fo r the
I&IT organization when we maximize the potential of
its staff.

My branch, Human  Resources and Chan ge
Management, was created to help make this happen 
in the Ontario government. We are charged with help-
ing government retain and recruit the specialized I&IT
talent that will help us meet our business goals. 

Just as important, we must help these highly valued
individuals – all 2,500  I&IT professionals in the Ontario
public service – through the organization’s tremendous
changes, and at the same time meet their own learning
and career-planning expectations. 

In  setting ou t to do  these things,  we have learned
some human-resource principles. This article describes
some of what we have learned, in the hope that it will
be of value to information systems managers in MISA
member organizations.

First of all, what are the most important motivators
that help retain the people you need?

Research in the private sector has defined the kind
of working environment th at will motivate pro fessionals
to keep up their best possible performance even through
times of change an d stress. I&IT staff in the  Ontario
public service have confirmed this research, indicating
what they are looking for in their working environ ment.
We believe that the  research is applicable as a guide to
municipalities as well.

The top workplace priorities of I&IT staff, in order
of importance, are:
• Strong leadership that they believe in and support;
• To develop and succeed through challenging work;
• Continuo us and creative learning opportun ities,

strengthening technical skills as well as manage-
m e n t and leadership skills; and

• To have their contributions and achievements 
recognized.

This is the environment we are working to build
within the I&IT organization of the Ontario government.
Highly motivated employees, learning and performing
at their full potential, provide the organization with the
best possible results. We are developing some new tools
that we hope will  keep us on track as our workplace
continues to evolve. Staff, supported by managers, are
using new learning approaches that reach far beyond
conventional, classroom-based training. 

This is the vision for change that we are working to
turn into reality:
• Learning opportunities are accessible and available

to everyone, from junior systems officers to front-line
managers, 24 hours a day, seven days a week. 

• Staff and managers use  a m yriad of tools to help
identify and address learning needs within the con-
text of a  lifelong learning cultu re . These choices
are fully integrated with their work environment.

• Learning styles fully harness technology, enabling
everyo ne to gain  access to e-learn ing, inclu ding
Web-enabled learning, as well as CD-ROM oppor-
tu nities.  Staff m ight a lso  op t fo r other methods,
includ ing classro om train ing, mentoring and  
project assignments.
Early in 2000, all branches of the Ontario govern-

ment created plans to tie their learning needs directly
to key business priorities. From these plans, we have
identified co mmon learning need s for our I&IT staff.
Th ey include both technical and  process learnin g
needs such as the following:
Technical Learning Needs
• Certification programs (including Microsoft,

Novell, NT);

• Database 2, Oracle, information management 
systems, multiple virtual storage;

• End-to-end security, public key infrastructure;

• Web-enabled applications, evolving technologies
and standards;

• IT planning; and

• IT architecture, enterprise information architecture.
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Process Learning Needs 
• Customer service;
• Service management (ITIL based); and
• Project and change management.

We are also wo rking to suppo rt a  new emerg i n g
area for comp etency develo pment – e-government.
Moving to e-government requires that all our employees
gain new skills and competencies so  that we can do
business differently within a transformed business envi-
ronment. It will be incum bent on  us to provide tra ining
in these areas, so that our professionals can become
experts in and manage the demands of e-government.

We have to concentrate on “out-of-the-box” strategies
to help our professionals move away from the concept
o f classroom training to the concept of lifelong learning
that they can apply right away, in their workplace. 

Using technology, we are creating a learning infra-
structure that has never existed before in the Ontario
public service. Technology
for learning has changed
how we learn and what we
learn, and at no other time
has technology played such
a key role in reshaping how
employees learn, develop and manage their own career
paths. We have to provide a variety of learning oppor-
tunities, because everyone learns differently. And we
have to give staff time to learn.

Our vision is a  Web-based  system for a ll our I&IT
p rofessionals, with access through the Office o f the
Corporate CIO Web site.  Co mpan ies like Cisco a n d
Bank of Montreal are realizing that, while 80 per cent
of their present IT workforce prefers classroom-based
training and only 20 per cent prefer e-learning, the
proportion will reverse by 2003. Within the next three
years, they expect that 80 per cent of their staff w i l l
p refer Web -enabled learning, an d o nly 20  per cent
will opt for classroom-based training. 

Like these companies, we too are fo llowing four
important principles to successfully implement e-learning:
• It must be strategic and aligned to business goals.
• It must be learner-centred. Individuals must feel

that they are taking charge of their own learning.
• It must be an integrated solution. 
• It must be technology-enabled. (This goes without

saying!)
We are defining our user requirements for a fully

integrated Web-based learning system, which will enable
our I&IT staff to navigate seamlessly in accessing various
learning tools, templates and programs.

We will also ensure that staff has easy access to a
database of training programs and the ability to register
for them  o nlin e.  These services will be available
through the OCCIO Web site.

We know, of course, that not all learning activity
can be Web-based. It makes sense and adds value to
exp lore  every approach to learnin g. That’s wh y we
have asked our managers to work with employees to
help them identify their learning styles. 

Some people learn best through informal mentoring
p ro grams and  th e use of CD-ROMs. Others prefer 
secon dment opportunities and  pro ject assignments.
We hope to make learning become truly personal by
tailoring technology, information and support to match
every user’s learning styles and needs. 

Corporate CIO Scott Campbell and his executive
team are truly committed to the power of learning.
They have set a target for staff to have a minimum 

of six learning days this 
fiscal year, eight days in
2001/02, and 10 days by
2003. This is higher than
the Canadian average of
8.6 days for I&IT workers

and higher than the US average of 7.3 days.
Individual learning plans are to be in place for all

staff by the spring of 2001. Each of these will include
what our professionals want and need to learn, their
preferred means of learning, and the learning gap that
must be filled. They will be based on business priorities.
U l t i m a t e l y,  we will be able  to co nnect the co mm on
learning need s in in divid ual learning plans with an
electronic database of courses.

We have also created an intranet Web site . This
site will en sure that our staff fully understands new
directions, what’s happening in the I&IT organization,
and where they fit in. 

Our goal, in summary, is to create a fully integrated
learning system – one that ensures that our professionals
can easily gain access to as much information and as
many learning opportunities as possible. As we all learn
to change and change to learn together, learning within
the public service will truly become a lifestyle rather
than an event.

M a rcella Robitaille is director of the Human Resourc e s
and Change Management Branch in the Office of the
Corporate Chief Information Officer, Management
Board Secretariat, Province of Ontario. n

At no other time has technology
played such a key role in learning
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MUNICIPAL CENTRE IN BC WILL BE 
A TEST BED FOR JOINT ORGANIZATIONS 

Municipalities that are looking for ways to
share service-delivery resources with other
organizations – that’s just about everybody

these days – are pro bably going to  run  up  against
some human resource issues. How do  you org a n i z e
people to effectively deliver services to  mu ltiple  
o rganizations, when they have been accustomed to
serving only one?

A project in the City of Parksville , British  Columbia,
may provide a textbook case.

Parksville, home to 10,000 people 37 kilometres
north of Nanaimo on the east shore of Vancouver Island,
is one of the partners in a new Civic and Technology
Centre. It is a joint venture between the City, School
District No. 69 (Qualicum) and Malaspina University-
College. It is a lso the first project of its kind in Canada.

The centre is housed in a $5.4-million, two-storey
building co ntaining 4 4,000 square feet of sp ace. It 
is finan ced by the sale of land by the partners and 
will provide one-sto p access to key p ublic services
when  it  becomes fu lly o perational in the sprin g of
2001. It will house:
• Parksville City Hall
• The administrative office of School District No. 69
• The Parksville-Qualicum Campus of Malaspina

University-College
• The Parksville branch of the Vancouver Island

Regional Library, and
• Space for small, high-tech businesses. 

“The school district and City offices will be integrated
physically in their section of the building,” Barb Catto
of City of Parksville  Information Systems told M u n i c i p a l
I n t e r f a c e. 

“The staff members will work side by side and
share their bu siness mach ines and pho ne system,”
Barb adds. “So we’re going to be sharing resources.”

Malaspina University-College moved into the centre
in December, and Parksville and School District No. 69
will take over their new sp ace in March 20 01, along

with  the library. The City, school district and college
will have ro ugh ly equal n umbers of peo ple on  site,
about 50 in total. By the time everyone moves in, all
the staffing issues will need to be sorted out.

It won’t be easy. The decision-making process has
already been under way for almost three years.

The story of the Civic and Technology Centre actually
goes as far back as 1982, when th e concept was added
to Parksville's long-range plan.  The partners signed 
a join t-venture agreement in Decem ber 1 997.  Many
public hearings, meetings and reports followed before
construction began in June 20 00. 

One of the first issues that had to be addressed, once
the centre became a reality, was human resources.

David Miller, director of information systems and
technology for the school district, recalls, “One thing
that we promised right from the beginning – and that
was used to  sell  the idea o f the  centre to p rovincial
ministries and to Parksville – was that we would make
m ore efficient use of pu blic resources. 

“When you say ‘efficiency,’ it causes concern for
some employees. So at an early stage we had a meeting
with the unions.”

By unions, Miller m eans three different locals of the
Canadian Union of Public Employees. For all practical
purposes they function as different entities, representing
the em ployees of the three partners in the centre. There
are three separate collective agreements. Each one sets
different wage rates covering the same functions.

Miller says, “Right away in the discussions, we said
there would not be any job losses even though we would
be more efficient.

“This is a growin g community and we have no
intention of laying people off as a result of this project,
but there may be some efficiencies gained by sharing
and there may be some changes of role.

“ We said, ‘You may not be d oing in future what
you are doing today. But if your job changes, you will
receive training.’”
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With this approach, the partners achieved a key
milesto ne: a Memo randum  of Und erstan din g was
signed  with  the CUPE locals in  May 19 98. 

It stated that the three collective agreements were
to  remain in place,  and that peop le working in the
centre would continue as employees of their existing
o rganizations, b ut th at services would be sh ared 
where feasible.

The memorandum enabled the City an d Schoo l
District 6 9 to p roceed with organizing th eir
r e s o u rces. They will inhabit both floors
of the Civic and Technology Centre. A
joint accounting departmen t will be  on
the first floor. Administration services for
both institutions will be on the second.
The partners will have com mon meeting
rooms and a comm on cham ber fo r
their boards o f d irecto rs, which will
also  serve as a university lecture hall.

All participants in the centre will
share a network. In anticipation of the
project,  new switchin g equip ment 
was installed by TELUS at the centre. 
It has raised the level of Internet and
inter-communication services available to the whole 
community.

This is one o f the  key reasons wh y the centre has
received support from governments and the townspeople,
Miller says. It has presented an opportunity for Parksville
to enhance its technological infrastructure for purposes
of economic development and education.

In BC all educational institutions are  con nected 
to  the Provin cial Learnin g Netwo rk. Miller says that
th e partic ipants in the Civic  and  Technology Centre
have received provincial approval for all three partners
and the lib rary, as the  majo r tenant, to b e connected
to the Provincial Learning Network at a relatively high
bandwidth for the size of the community, 10 megabits
a second. This could be expanded in future to 100
megabits.

TELUS will use this infrastructure to make broadband
services available to the community at large.

“In  the new build ing, we have wired everything 

to  a central co mputing centre,” Miller says. “All IT
departments have agreed to use  co mmo n servers,
switches, and routers and possibly servers.

“The college has made a proposal for its staff to
handle all  on site technical supp ort. It’s no t clear yet
whether there will be a technical director for the centre.
More likely each of the organizations will provide
some services that the others will purchase.

“I see a greater possibility now for specialization in
each organization,” Miller says. 

“We won’t all have to wear so  many
hats. Peop le  who have an interest in
help-desk support or hardware support
will be able to focus on  those skills,
and we will be ready with training.”

Individual resp onsibilities in  th e IT
groups will probably be worked out in
a similar manner to other areas. Barb
Catto  says vario us comm ittees have
been set up – one for business machines,
another for telephone structure, and so
on – to work out recommendations for
who does what.
“This is going to be groundbreaking

because of the way they will end up sharing,” she says.
Decisions are being made by the project adminis-

tration team representing all three partners, in co-oper-
ation with the union locals. Miller represents School
District No. 69 on the administration team.

“ We have a reception function, and the City has one,”
he exp lains as an example. “Why would you have
two people  sittin g in the cen tre answering questio ns,
when one person could do it for both organizations?

“So on the first floor a reception function will serve
the needs of both the City and  the school district. Now,
the person in that position needs to answer questions
for both organization s. If there is an inqu iry ab out a
building insp ection , the person need s to kno w wh o
would handle that. The person will need a high level
of familiarity with both organizations, so the challenge
is to go about achieving that.”

It has been decided that the receptionist will be an
employee o f the City of Parksville and will  receive

Work-sharing 
rules at the new
Parksville centre
will break new

ground for 
m u n i c i p a l i t i e s
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compensation under the City’s collective agreem ent.
S i m i l a r l y, there  will  be o ne switchb oard operator fo r
both organizations, and that person will be an employee
of the school district and paid accordingly.

Function by function, decisions of this nature will
need to be worked out for all people working for the
City and School District No. 69 within the Civic and
Technology Centre. It is, Miller admits, a task that has
taken a  long time and has been complex in some cases.

“Sometimes there hasn’t been a  good match between
the advice that our labo ur lawyers have given an d
the direction we want to go,” he says. “We’ve cert a i n l y
kept our lawyers up at night.”

Parksville and School District No. 69 are maintaining
op en  pu blic  co mmunication  abo ut their challenges
and their go als. For th ose wishing to  see how it all
turn s out, b ulletins will be p ublish ed on  Parksville’s
Web site, www.city.parksville.bc.ca. n



By Michelle Carty
triOS Training Centres Ltd.

Education when you need it – delivered to you at
your desk! Imagine a personal education coach
right at your desk and helping you excel in your

role by using technology to its fullest capacity.
This kind of onsite PC classroom education is what

the City of Brampton, Ontario, has been providing for
its employees since 1995. Three years later, this style
of learning had proved very successful, and staff in the
IT departmen t’s Client Ed ucatio n and Suppo rt Section
saw that these  services co uld be expanded beyond  
traditional tra inin g practices. Fu rtherm ore, techn ical
development programs aimed at the specific needs of
each employee also needed a new focus.

What resulted is an innovative education program
called Education 2000 – The Focus is You!, which is
delivered through a personal, expert coach-instructor
known as “Ask Me.” 

Productivity Adviser Denise Takeuchi and Manager
Carol Rentz considered various options and ideas, and
the concept of personalized, progressive and productive
development programs soon emerged as the potential
solution. Having read an article focusing on one-on-one
desk side coaching, Denise approached triOS Training
Centres to help in delivering the new concept. After a
successfu l p ilot program,  the solu tion  was offic ially
launched in July 2000.

A key success factor proved to be the relationship
between Information Technology and the coach. The
City’s expectation was an empathetic and confidence-
building individ ual who possessed the ability to identify
an employee’s specific requirements through effective
questioning and listening, and who also had the adapt-
ability to work with different skill levels, from  no vice
to  h ighly exp erienced.  It was extremely imp ortant
that the  coach  become an extensio n o f In formation
Technology and a familiar face to all City staff.

H e r e ’s how it works: triOS provides the  coach for a
minimum of two days a week. The City pre-schedules
the service and provides an overview of the education
to be covered. The du ratio n o f a session varies from
half an  ho ur to two hours,  with ad ditional education
sessions p ro vid ed at employees’ requests.  Wo r k s h o p
sessions are also offered for working groups or teams,
who benefit by sharing and analyzing information with
their peers. In addition, customized and easy-to-read
reference sheets now replace large generic technical
manuals.

With the launch of Ed ucation 20 00, the Clien t
Education and Support Team designed an intranet site
for City staff that provides answers to frequently asked
technical questions. It also promotes the Education 2000
program services and its three teaching methods:
• One-on-one coaching – pre-scheduled, personalized,

at your desk;
• Workshops – pre-scheduled with employee groups

who benefit from sharing and analyzing documents
with their peers; and

• Classroom – pre-scheduled instructor-led classroom
educatio n for n ew clien ts,  n ew app lication s an d
identified progressive development.
To date, the City of Brampton and triOS have deliv-

ered th is program to more than  1 20 em ployees. Th e
C i t y ’s goal has always been to increase client self-reliance
and p roductivity and to p ro vide an op po rtun ity fo r
employees to continually improve their technical skills.
And employees are the real winners, as witnessed by
their comments:

“Thank you again for organizing the training session
for temp lates. It was light, info rmative and exactly  what
I was looking for. This will make my job so much easier. ”
Debi Illidge, Finance

“I have come to the conclusion that the one-on-o ne
training has been an excellent and useful tool because
my b usy sched ule and constant interruptio ns do not
alw ays enable me to attend scheduled training sessions.
The train er was not only knowledgeable an d p ro fes -
sional but made the group feel comfortable and alleviated
any stress within the gro up. ” 
Treena Graovac,  Collections Supervisor

For more information regarding Education 2000 –
The Fo cu s is You!, contact Michelle Carty, corporate
accou nt manager, triOS Trainin g Centres Ltd.,  (905)
54 2-065 6 ext. 428  o r Den ise  Takeuchi, p roductivity
advisor, City of Brampton, (905) 874-2028. n

TRAINING EASES 
STRESS LEVELS 
IN BRAMPTON
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C I T Y OF KAMLOOPS FINDS ANSWER
TO HELP DESK WOES — OUTSOURCING
By Frank Mayhood
General Manager, Information Technology
City of Kamloops, BC

In the early ‘90s, the City of Kamloops, l ike  man y
organizations at the time, was struggling to manage
the growth in desktop computing. 

As the PC became the pervasive office automation
tool and more and more applications migrated to that
then-barely-stable platform, the demand for technical
support from the users of these systems grew exponen-
t i a l l y. The City’s AS400 programming staff was co-opted
to assist the two “systems co-ordinators” in answering the
ever-increasing number of calls for help in configuring,
installing, or just simply using PC hardware and soft-
ware. 

By 19 96, bo th the u sers and the information 
technology professionals providing the service were
frustrated.

Something had to change.
After analyzing the reasons for all the frustrations,

two options were identi-
fied  for im proving the 
service: dedicate staff full
time to the help  desk
function, or out- source
the help desk function to
an external contractor.

An internal help desk has the advantage of being
more familiar with the organization and more readily
adaptable to changes in organizational priorities. This
flexibility, however, comes at a price. The tools that
support help desk functions – including call tracking,
problem databases, diagnostic equipment, hot spares,
and  in ventory and rem ote takeover software – are
complex and expensive. 

Staff need to  be available all the  time that the
equipment is in use. This usually means more that one
shift and backup relief for sickness, training and vaca-
tions. Software is always changing and good people are
hard to find, and even harder to keep, in a support role.
Part-time technical support workers are extremely rare.

In Kamloops, the help desk receives between 100
to 200 calls a month. By simp le rule of thumb, a single

help-desk analyst can handle about 150 calls a month.
Users of PCs work co nsiderably outsid e the normal
8:30 – 4:30 shift and weekends. An internal help desk
wo uld therefo re require at least th ree people just to
handle the phones. These people would not be busy,
an d the temptatio n would always exist to give them
other duties.

As deskto p PCs and  their so ftware have beco me
more and  m ore a  com modity, sup porting th em  has
also become a more standard operation . It is this 
stand ard ization that makes the ou tso urcin g op tion  
possible. An outsourcer can split the costs of the tools,
training, relief staff and management costs over a number
of organizations with similar desktop configurations. 

With the availability of high-speed Internet virtual
private networking and remote-takeover software, the
help desk can perform most of its diagnosis and train-
ing functions from anywhere in the world, without
affecting the level of service as it is perceived by t h e
end user. With appropria te service-level agreements
embedded in the contract, organizations can improve

the level and consis-
tency of service with
the same or fewer
dollars – resulting in 
a  true “do more with
less” outcome.
The City of Kamloops

outsourced its help desk in June 1997 to IBM Canada
and more recently in June 2000 to Tecnet Canada. There
have been  a n umber of glitches and false starts bu t,
overall, the service has improved, and the frustrations
of both users and the IT department have diminished.

As far as I know, we are the only municipality that
outsources the help desk, though there are many
examples in private industry.

The econo mics work out clearly in ou r favour
because of our size and the minimum number of staff
needed to maintain the function for all the hours that
the users are working. You need to be standard enough
to be able to pool with other organizations served by
the same vendor to make the economics work. 

From our experience, this is certainly a solution
that has worked for us. n

The help desk can perform
most functions from anywhere

HUMAN RESOURCES & TRAINING
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SCANNERS: THERE’S MORE TO THEM
THAN MEETS THE EYE OF THE BUYER

By Audrey Duff 
President, WP Conversions, Inc.

People take scanners for granted. Everyone talks
about using them. In fact, for most people, that’s
all it is – talking. As in “Gee, I guess we should

digitize our paper files.” 
Nevertheless, many peop le  have on ly a vague

notion of how scanners work. This can lead to unreal-
istic  expectations or, in some instances, unrealistic fears.

Here is a non-technical version of what a scanner
is and how it works.

Think of the scanner as a photocopier, except that
the picture (or image) ends up on your PC rather than
on a piece of paper. The picture is made up of patterns
of dots (like  a n ewspap er photo,  if you loo k really
closely). The scanner can be told to produce pictures
with a specific number o f d ots per inch (dpi). The
more dots, the better the picture (better resolution).

For most scan ners, the instru ction s are received
from so ftware that is loaded on your PC.  It  can give
the scanner specific details, including whether it wants
colo ur or black and  white , how b ig the paper is, and
whether the image will be portrait or landscape.

Scanners are usually attached to the PC via a cable
that plugs e ither into  a p ort (serial or p aralle l) or a
card (con troller, c ircuit b oard ) that is inserted into  a
spare slot inside the PC.

Once the PC receives the image, you have to decide
whether you want it to remain as a picture (image format)
or whether you want to convert it to a text file format
so that you can search for words with in it, or ed it it
using your text editor or word-processing software (for
example, WordPerfect or Word). Depending on your
software, you can also choose to save the page in both
formats, text and image.

The software that converts the image to text is called
optical character recognition (OCR) software. It simply
looks at the image and checks its tables to find that
one pattern of d ots is an “A,” ano ther pattern  of do ts 
is a “B,” and so on. To the software, the dots are very
l a rge and,  if the original page had fuzzy ch aracters
(from a second-generation photoco py, for examp le),

erro rs can be made because the software thinks the
extra dots are part of the pattern. Thus a “C” with a 
b it o f distortion at the b ottom can  easily become a
“ G . ” Likewise, an “r” th at is too  close to an “n” can
become an “m.”

Because there is limited formatting capability in the
scanner itself, you should choose your software before
you choose your scanner. Here are  a few points to keep
in mind as you begin to descend the slippery slope.

Questions About a Scanner
1. Will you be scanning pages of varying thicknesses

together in the same batch?
2. What is the maximum paper size you will be 

scanning?
3 . On average, how many p ages each day do you

need to scan for the backfile conversion, and will
you be requiring any continual scanning afterwards?

4. Do you have an SCSI or video interface?
5. Do you require duplex scanning (Do you have a

lot of two-sided pages)?
6. Do you require the ability to scan 11x17 paper?
7. Will you be scanning any paper with handwritten

notes, unclear images or diagrams?
8. Will you require colour scanning, gray-scale (black-

and-white ph oto graphs) or just black-an d-wh ite
text and line art?

9 . Will you be scanning any pages where the back-
ground  paper is coloured, or where there are boxes
or other lines that are not wanted because you just
want to pull data from a form? Some scanners can
adjust their “dropout” colours (that is, they can be
told to ignore certain colours like red or green).

10. Do you have any pages that require a flatbed (such
as books that cannot be dismantled or onion-skin
paper that is too fragile to go through a feeder)?

Questions About Scanning Software 
1. Will you require images, text or both?
2. In what format do you want your images stored

(TIF, PDF, JPG)?
3. Do you plan to put these documents on the

Internet?
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4 . At what reso lution do your images n eed to be
scanned? For example, if you will need to perform
OCR on all or part of the images, you should scan
at a  minimu m of 240 dots per inch (dp i),  and
recognition would likely be much better at 300 dpi.

5. Does the software allow you to specify
zones on a page and differentiate
between images and text?

6. Are there any foreign languages in
your documents, or any characters
such as mathematical or scientific
symbols?

7. What size will your scanned pages
be? Be aware that m ost scann ing
programs can only cope with pages a
maximum of 8.5x14 when converting
an image to text format.

8. Will you be performing OCR at a
separate station? If you run OCR at
the time you scan, you will not be able to take
advantage of a high-speed scanner.

Questions About Document-Management Software 
1. What criteria (keywords) are essential for retrieval?

(Name, account number, date?)
2. Do you think you might need to increase the number

of keywords at a later date?
3. What platform are you using (for example,

Windows '98, Windows NT, UNIX)?
4. What storage medium have you chosen? Image

files take up  a lot more room than text files.
H o w e v e r, you may already have facilities such as
CD-ROM, extra hard drives or magneto-optical
drives, which would give you more space.

5. Will your software need to track where a document
is moved to, when the document is archived off the
main server or jukebox?

6. Will you need to keep track of retention schedules
(for legal documents)?

7. Will you need to access COLD storage as well?
COLD used to stand for “co mputer output to
laser disk.” Now it usually stands for what has
been  referred to  as “compu ter on line data.” 
This is informatio n such as the b ig comp uter
printouts with the green lines that your mainframe
spits out by the yard. Some document-management
systems can  display th is type of file (fro m the
stored data) in the same format as it would have
been printed in the past.

8. Do es your software need to be able to  prin t an
index of your files, or a list of all the files with a
common keyword?

9. Do you need to have multiple security levels 

so  that some documents cann ot be viewed  by
some people?

Questions About Your PC
1. Does it already have an SCSI interface?

2. Will you have any other device that
also requires an SCSI connection? If
more than one device is using the same
SCSI bus, you may n ot be ab le to
reach the rated speed of the scanner.

3. Does your PC have a spare PCI slot
or a spare ISA slot or both?

4. Does your PC have at least a 20-inch
monitor? Editing images and correct-
ing text recognition errors is much
easier when you can see a large area
of the image at once.

5. Do you have a fairly up-to-date 
video card?

6. Is your PC being used as a server?
7. If you are attaching your scanner to a n o t e b o o k

c o m p u t e r, does the notebook have a PC/MCIA slot?
8. If you answered “yes” to the previous point, do

you have a PC card-to-SCSI adapter? (For the last
year I have been using an Adaptec SlimSCSI 1460.
The kit came with 50-pin high-density and 50-pin
low-density connectors.)
It has been our experience that complete, end-to-end

solutions from a single supplier tend to be at the high
end of the  price ran ge. Because we have a service
bureau and our background has been in a hands-on,
word-processing-centre en viro nment, we are very
aware that sometimes a battleship is not required and 
a rowb oat will do quite nicely. In fact, it is rare that
operators ever take advantage of more than a  few of
the bells and whistles on a system.

Lest we think it’s perfect …
The irony of the “less paper office” is that, if you

couldn’t find it before, you may not be able to find it
now, either. You still have to have an organized filing
system. You still have to have the discipline to file it 
in the first place. And you still have to have a way of
tracking it if you move it to another location. 

The beauty is that once the file is in place, several
peop le can look at it a t once, it can be p rinted  if 
n e c e s s a r y, and  you can still preven t anyone from
removing it.

Audrey Duff is President of WP Conversions, Inc., a
value-added reseller of Fujitsu scanners and notebooks,
located in Toronto. WF Conversionas is a member of
MISA Ontario. n

Be aware 
that most 

scanners can
only handle 
limited sizes 

of paper



By Diana Piquette
Anti-Piracy Manager, Microsoft Canadda

Forty-one per cent of business software applications
in Canada are pirated, says a report released by
th e Canad ian Alliance Against So ftware Theft

(CAAST). Far from being a victimless crime, software
piracy hurts all o f Canada. Accord ing to a stu dy by
PriceWaterhouse Coopers, reducing the Canadian soft-
ware piracy rate by a  modest 15 per cent would recover
$696.4 million in tax revenues, boost sales by $2 .7
billion, and result in 22,000 new industry jobs.

Software piracy takes m an y form s, but o ne of the
most common forms of piracy in large organizations is
u n d e r-reporting the number of PCs using software through
a p roper licence agreemen t. Every time software is
installed on a PC – even if the software is installed on
the company server and then automatically distributed
– it needs a licence. Otherwise, it amounts to theft.

Why should municipalities care about software piracy?
An organization’s reputation is valuable. When an

organization is discovered to be using pirated software,
that reputation is at risk. Software piracy is also costly.
In some cases, when piracy has been reported and a
settlement for copyright infringement negotiated, the
settlement is more expensive than the co st of fu lly
licensing the software. Using illegal copies of software
can  leave an  o rganization  liab le fo r c ivil damages.
More importantly, criminal charges may also be made
against officers of the organization.

There is also no  suppo rt o r do cu mentatio n for 
software copies, and they are more prone to viruses
than legitimate copies.  

These risks are real – is it worth it?
What can an enterprise do to effectively manage its

software assets?
To begin, municipalities an d other org a n i z a t i o n s

should understand and limit the scope of any project,
ensure executive support, involve representatives from
all affected  areas in the plann ing process, and assign
responsibilities for each process level.

In im plementing a plan, an organization  can first
appoint a software manager who should track software

acquisitions and conduct periodic audits, at least once
a year. The organization can start by conducting a self-
audit, or it can choose to hire an outside firm to conduct
an  in-d epth software aud it that will include cou ntin g
all the PCs  an d taking an  inventory of the so ftware
installed. This will require  making a list of all the software
product names, version numbers and serial numbers.

To preven t co stly m istakes in  making software 
p u rchases, it’s wise to acq uire  software on ly from  
rep utable dealers.  While  sale prices and deals are
commo n, a red flag sh ould  go up in bu yers’ m i n d s
when a reseller or distributor quotes prices far below
the going market rate. Another telling sign is product
packaging. If the  con ten ts are not in th eir origin al
packaging or the materials appear to be of lower quality
or with color schemes that fail to match p ublishers’
stand ard s, so methin g is amiss.  A buyer with do ubts
ab out a particu lar seller can contact the software 
publisher directly to check the seller’s track record. 

Some software publishers, such as Microsoft and its
anti-piracy team , work with buyers and resellers who
suspect illegal software in  competitive b ids. Wh en
notified that there may be illegal software in reseller
bids, the team can inform the customers of the danger.
Wanting to abide by the law,  mo st pu rchasers will
reject suspect bids. Concerned customers can also visit
software publishers’ Web sites and the CAAST Web site
(www.caast.org ) for tips on spotting pirated software.

Similarly, when purchasing software online or else-
where, buyers can insist on gettin g co mpany ph one
num bers and  add resses, and verifyin g service and 
warranty policies.

By avoiding pirated software, customers virtually
eliminate the risk of viruses, incomplete or non-func-
tion ing prod uct, n on-existen t technical suppo rt and
spotty documentation. Businesses can reap the same
benefits when they guard against piracy by acquiring
software only from reputable dealers, keeping a soft-
ware inventory record with receipts and documentation,
and establishing a piracy prevention policy.

What is Microsoft doing to h elp  reduce soft-
ware piracy?

S O F T WARE PIRACY! 
KNOW THE RISKS AND MANAGE YOUR SOFTWARE ASSETS
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Beyond educational efforts, throwing a wrench into
the counterfeiting process is another anti-piracy strategy.
Microso ft,  for examp le, h as introd uced  anti-p iracy
technology features such as the certificate of authentic ity,
a complex label with more security features than any
currency in the world, includ ing u niq ue pro duct
codes,  holographic  thread  that reveals the words
“Microsoft” and “Genuine” when tilted in the light,
and other industry-leading security features.

Legal remedies are another option. Companies and
individuals engaging in piracy are subject to criminal
prosecutio n, with maximum p enalties of one million
dollars and five years’ imprisonment.

M o r e o v e r, in October 1 999 , changes to Canada’s
copyright legislation included  p ro visio ns for stiffer
penalties against copyright viola tors in civil  cases.
Now, for the first time in Canada, software publishers
are permitted to  seek statuto ry damages o f u p to
$20,000 for each pirated program. 

Companies like Micro soft have scored  a  number 
of victories in  th e legal aren a. Microsoft’s “anti-piracy
sweep s” campaign was created to protect legitimate

resellers, customers and the corporation from software
p i r a c y. To date , the campaign has targeted four Canadian
cities: Toronto, Montreal, Calgary and Vancouver. The
Toronto sweep in 1999 was the largest software piracy
sweep ever conducted  in  North  America. In total,
Microsoft has taken legal action against more than 
30 resellers suspected of illegally distributing software.
Microsoft has also been active monitoring Web sites,
aggressively pursuing sites that offer counterfeit copies
of its software. 

A final caution: It makes sense to manage software
assets right from the beginning. Enterprises that do this
effectively can  better manage their in vestm ents and
achieve goals such as cost reductions, justification f o r
IT investments, quick responses to business changes and
reliable informational sources that will enable an orga-
nization to make better, well-informed decisions.

If you think your organization has been victimized
by software pirates, or if you’d simply like to minimize
your risk and ensure that your software is legal, contact
1-800-RU-LEGIT for help or visit:
www.microsoft.com/canada/piracy. n
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Editors’ Note: Several member municipalities of MISA
Ontario received Award s of Merit at the Sho wcase
Ontario event held in Toronto in September 2000. This
article describes the initiative that won Londo n an
award; an article describing the Public Sector N etwork,
which won an award for Brampton, Mississauga and
Peel, appeared in our November 2000 issue.

By John Bontje
Systems Administrator, Technology Services
City of London

The City of Lo ndon ’s Interactive CityMap is a
Web-based, free-of-charge mapping service. It’s
flexible  and easy to use and access by using the

dial-up speeds and standard software configuration
typical of most computers
connected to the Internet. 

CityMap lets people create
their own customized maps
by entering either an address, street name, intersection
or park name, or by selecting from lists of major public
and private facilit ies such as schoo ls, spo rts facilit ies,
churches and commercial establishments.

Many people living and working in mid-to-larg e - s i z e
municipalities do not know their communities as well
as they wou ld like. The City o f London ’s Interactive
CityMap meets the information requirements of business,
residents, students, visitors and municipal staff.

A wide range of u seful in formatio n is sh own 
separately or in  combin ation, and searchable where
appropriate, including: 
• Property addresses
• Building locations
• Aerial photography
• Property boundaries
• Regulatory flood lines
• Schools
• Community centers
• Libraries
• Local attractions
• Places of worship
• Public transit (including schedules and trip planning)

• Parks and recreation facilities
• Road construction
• Land use development reviews, and
• Zoning (Spring 2001)

To minimize costs while meeting the needs of
municipal staff, the in tranet version o f the Interactive
City Map functio ns identically, b ut with the addition 
of the water distribution system, the sanitary and storm
sewer system, scanned engineering drawings linked to
CityMap, assessment information and various other map-
based environmental or administrative information. 

CityMap generated m ore than 500,0 00 maps for
municipal staff and the public in 1999, and more than
1.4 million maps in 2000. Approximately 60 per cent 
of CityMap requests o ccur durin g working h ours,  
suggesting mixed personal and professional use.

As sophisticated as
CityMap is, London spent
considerable effort in
d e s i g n i n g the user inter-

face in such a way that anyone could begin creating
maps without needing to view the tutorial page by
clicking the “Help” button. This was accomplished by
continually trying to look at our CityMap as it would
be viewed by any resident of London. 

Wherever possible, we used universally understood
language and Internet conventions such as underlined
links and submit buttons. Work is continuing to further
simplify CityMap without compromising its power and
flexibility.

Although we regularly get thanks for providing this
service, the value of CityMap to the community is best
illustrated by the e-mails we’ve received fro m b anks,
realtors and individuals d uring tho se rare  times when
CityMap is not available for a few hours due to system
maintenance.

The City of Lo ndo n co ntinues to develop and
maintain a rich inventory of geographic information.
Until CityMap, only the municipal mapping staff had
access to the products. Now, anyone with a computer
can use either the City intranet o r the Web to make
quick, comprehensive views of any situation to help
them improve the services they provide. n
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AWARD-WINNING MAPPING SERVICE
NOW INDISPENSIBLE IN LONDON

w w w. c i t y. l o n d o n . o n . c a



MOVING TO AN ENTERPRISE GIS:
A SUCCESS STORY IN REGINA
By Jeff Stusek
Manager of Corporate Data
City of Regina

The immense benefits to implementing a geographic
information system (GIS) in any municipality are
well d ocumented.  For most of us,  life with out

GIS wou ld be u nthinkab le . The question no lon ger
remains “Sho uld we have a GIS?” but rather, “How
should we manage and lead GIS development in our
municipality?”

The City of Regina recently adopted a new strategy
for GIS implementation that centres on initiatives that
affect the entire organization, as opposed to just specific
departments. This new vision – although not without
its challenges – has reaped immediate rewards along
with  a  more efficient and  cost-effective GIS deplo y-
ment strategy.

The City of Regina officially started down the GIS
path in 199 3 when a collectio n o f interested depart-
ments decided that the City n eeded a  GIS to h elp 
manage its affairs. Departments that had the funding in
their budgets purchased GIS software and began i m p l e-
menting GIS into their operations. 

There was certainly a varied
level o f interest depending on 
the department  Departments like
Municipal Engineering understood
the possib ilities and jumped in with two feet, but others
remained quite cautious. Over time other departments
became in vo lved  in  GIS at their own pace. So on
departments like  Assessment began creating ownership
parcels, and Pest Control tracked mosquito counts and
treatment areas.

The “departmentalized” approach to GIS grew
stead ily u ntil  the organization began experiencin g
some fundamental problems with this type of business
model. Duplication of and accessibility to spatial data,
lack of a c lear vision for GIS, in efficiencies in the 
purchase of software and the inability to easily adopt
technology advancements were some common problems
facing the o rganization . GIS, a ltho ugh significantly
beneficial to  the organization, was creating its own
inefficiencies and problems with sustainability.

“Operating departments were just too bu sy working

on the day-to-day to commit resources toward some-
thing for the entire organization,” explains Chris Fisher,
general manager of Information Systems. “Sharing data
with other departments was done on an as-needed basis
versus making it continually available.” 

In 1999, Regina decided to take a step back and look
at the  direction GIS was taking. A c r o s s - d e p a r t m e n t a l
team was formed, which conducted a  GIS situational
analysis. This stu dy focused up on four p rimary issu es:
Where is the City of Regina now regarding GIS devel-
opment? What are other municipalities doing? What 
is happening in the marketplace? Where does Regina
want to be?

The study itself took about four months to complete
and involved extensive discussions with a significant
number of City employees, interviews with 10 Canadian
municipalities and market research. The study concluded
that, a lthough Regina was quite  far along in the GIS
development process, a  sh ift to a stron ger corporate
focus would see some immediate benefits due to some
recent technological changes in the industry.

The anticipated benefits to the enterprise approach
to GIS were significant, including;

• Centralized data administration promoting a
secure, accessible single source of data; 

• Achieving economies of scale in the software and
hardware environments;

• Stronger user support by providing centralized
training and a single point of contact;

• Heightened expertise in GIS by bringing experts
together and encouraging them to share their
knowledge;

• Cross training and career-path enhancement by
bringing the GIS resources together;

• Ability to focus on implementing a more cost-effec-
tive deployment of GIS; and

• Exploiting project methodologies already in place
in the IT environment.
In April 20 00,  the City fo rm ed a project team

called Regina's Enterprise Geographical Information
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GIS created inefficiencies for the City when
each department had its own system
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Systems (REGIS). REGIS was to concentrate  on the
imp lemen tation of the enterprise GIS m odel. The
major focus areas for REGIS were to:
• Implement a high-end, spatial-data-management

solution with high-access performance and fully
integrated to our corporate Oracle databases; 

• Start thinking about how GIS cou ld streamline 
our business processes;

• Implement a more efficient and cost-reduced tool
to deploy spatial data to the whole corporation –
preferably Web-based;

• Physically relate IS and GIS human resources
because of the IT and GIS industry convergence; and

• Teach and train the organization on GIS and what
it can do for us.
The formation  of this team did not co me witho ut

its issues. The number one challenge was to convince
department heads that not only was En terprise GIS 
a  good idea, bu t that they should  a lso  contrib ute  a
r e s o u rce to the team  in  order to  mo ve to th is model.
Removing a GIS resource from an operating department
adversely affects the short-term GIS goals in that area
but positively affects the long term GIS initiatives.

Eventually, the REGIS team was established with
four full-time representatives from various operating
departments and three Information Systems staff. The
team's project leader, Roberto Figueroa, knew there
were go in g to  be challenges in  implementing the
enterprise model, but he also understood the tangible
benefits of making such a change. 

“ We knew that h avin g seven  peop le working 
collectively on corporate initiatives would allow us to
achieve some substantial things,” he says. “The team
approach allowed us to share our knowledge and
focus on these lofty goals.”

One of these lofty goals was to change the spatial-
data-managemen t process within the org a n i z a t i o n .
Data n eeded to be in a sin gle place where it was
accessib le, accu rate an d secu re. ESRI's A rcSDE was
p u rch ased immediately an d was operation al b y the
m idd le of the year. Incorp orating the geo -database 
concept was an important step in putting the building
blocks in place for getting GIS to all City employees.

On November 15, International GIS Day, the REGIS
team unveiled its first Web-based GIS application, called
the Real Property Finder (RPF). This application was
developed  using ESRI's A rcIMS an d accessed data
from ArcSDE. 

The application  allows users to search and fin d
properties in the City via address, geographic search
(panning and  zooming), legal description o r parc e l
n u m b e r. Users can  see the parcel layer, air pho tos,
street layers and water boundaries.

Simple GIS to ols like measuremen t and attribute
identification are  availab le as well. A prin t facility is
also provided that permits users to print their maps, in 
a standard format, to their local printer. The RPF can
be accessed by all employees through the corporation's
Intranet. No special software is required other than a
Web browser.

The feedback from the RPF has been fantastic. An
average of 150  users is hitting th e RPF on a weekly
basis. But there is far more to do. 

The REGIS team is focusing on adding further
value to the RPF so that more of the org a n i z a t i o n ' s
data can be accessed. Applications that are imminent
include an infrastructure records viewer, a reassessment
support application and an urban planning tool. Simple
spatial analysis tools are also being planned including
bufferin g an d property mail ou t. The lessons learned
in th e internal deplo ymen t o f Web-based GIS will  
be made u se of when Internet access is available to
the public.

According the Suzanne Bartel, general manager of
Revenue Administration: “As we expand corporate wide,
GIS continues to increase the value of our corporate
data in providing services to our customers.”

The enterprise model for GIS permits a municipality
to build GIS into its business operations while keeping
scalability and efficiency in mind. Getting GIS to the
desktops of the entire employee base, with a cost-effec-
tive  and sustainable strategy, must become a priority
for today's administrators. n
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M U N I C I PAL NETWORKS SPREADING
(Continued from page 1)

The owners of the network no longer pay access 
c h a rges, only maintenance costs. The contracted net-

w o r k builder lin ks all of the pub lic-secto r buildings
an d is obligated  to sell strands of fib re at co st to an y
other competitive service provider.

The open-access condo minium  approach means
that networks can be built much more quickly and
a f f o r d a b l y, says Bill St. Arnaud of CANARIE Inc. in
Ottawa, a leading proponent of the new networks.

“It is a win-win for everybody because they all share
in the cost,” St. Arnaud says. “The telecommunications
companies cut their own costs, and each carrier does not
have to build its own network. Through public-private
sector partnerships, they are getting their infrastructure
in place 10 years ahead of any other way to do this.”

St. Arnaud is senior director of network projects for
CANARIE, a private, not-for-profit corporation that is
advancing the development of the Internet in Canada.
With  support fro m the federal governmen t an d in 
partnership with carriers, CANARIE has established a
next-generation research network called CA*net 3, one
of the world’s fastest segments of the Internet. As part
of its mandate to help Canada build an information
superhighway, CANARIE held an Advanced Networks
Workshop in Montreal at the end of November.

One of the speakers was Roy Wiseman, director of
information technology services for the Region of Peel,
a  d irector- a t - l a rge of MISA On tario and one o f the
a rchitects of the Public Sector Network linking Brampton,
Mississau ga and Caledon.  He says that th e netwo rk
will mean future savings in telecom leasing costs that
are even larger than the current two million dollars a
year, since demand for bandwidth within Peel Region
is doubling every year.

As important as the savings are, however, the real
opportunity is to provide enhanced services to taxpayers,
Wiseman says. All of the region’s hospitals are on the
Public Sector Network and can send high-bandwidth
medical im ages to  each other in stantly.  Hundreds of
other applications, such as video monitoring of arenas,
can be implemented with relative ease and minimal cost.

St. Arnaud of CANARIE says, “Canada is way ahead
of the rest of the world in this area.”

Chicago is the first city in the United States to seek
to build a high-speed data network linking every public-
sector building in the city. It issued a request for proposal
for a bu ilder o f the n etwo rk in mid -November, after

con sulting with CANARIE o n how to structu re a 
public-private sector partnership.

St. Arn au d says major c ities across Canada are
already pu rsuing th eir own networks. In Ottawa,
CANARIE itself is a  mem ber of th e Optical Fibre
Con sortium,  organ ized  by the Ottawa Centre for
Research and Innovation (OCRI). Wendy Stark, chair
of the consortium, says that when construction of the
network is completed next spring by Vidéotron Business
Network, i t will l ink 2 6 sites o f 1 5 o rg a n i z a t i o n s ,
including the National Research Council, both universi-
t i e s in Ottawa and the city itself.

Fredericton, NB, is planning a municipally owned
condominium network to link municipal buildings, a
Knowledge Park for high-tech companies and a new 
E-Commerce Research Centre to be built next year by
the National Research Council.

In Québec, m ore than  30  sch ool bo ard s have
formed partnerships with the private secto r to insta ll
high-speed networks to give schools access to larg e - s i z e d
files o n the Internet (such as maps) and permit vid eo -
conferencing and other communications with outside
institutio ns. The Quebec Un iversity Research  and
Education  Network, in partnersh ip with  six carriers,
has built a 3,000-kilometre network linking all of the
province’s universities.

The Laval School Board announced in November
the establishment of a condominium fibre network in
partnership with QuebecTel Group, a TELUS company.
It links 160 educational and municipal establishments
and provides 45,000 schoolchildren and 2,500 teachers
of Laval School Board with universal, high-speed access
to the Internet.

Then there’s the province of Alberta . On November
2, Minister o f Inno vation and  Science Lorne Ta y l o r
ann ounced that the province has awarded a  $193-
millio n contract to a  consortium  led by a subsidiary 
of Bell Canada, Cisco, Nortel and other companies to
b uild a  condo minium fibre  network throu gho ut the
province. It will provide low-cost Internet services to
all schools, hospitals and other public-sector institutions
in more th an  420 co mmu nities within th ree years,
enabling those comm unities to extend  broad band
Internet services to ind ividual ho mes an d business
through competitive service providers of their choice.

The new networks represent a double whammy to
traditional telecommunications carriers. No t only do
municipalities no longer pay millions of dollars a year
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in access charges, but they could also become direct
competitors of telcos in offering high-speed access to
other organizations.

“ With deregulation continuing in both the hydro and
telecom industries, a lot of municipalities will  look to
providing telecommunications services,” says Cliff White,
president of Eastern Independent Telecommunications
(EIT) of Brockville , Ont., which pro vides equip ment
and network services to carriers.

The town o f Cochrane in northern Ontario, for
instance, operates its own te lephone company and has 
a high-speed network insta lled by EIT. White  says that
th ere are  36  in dependent telephone com panies in
On tario and Québec,  some o f wh ich  are  owned by
mu nicipalities, and that they are well p ositio ned to
expand into offering high-bandwidth network services. 

Newly independent hydro companies are  also getting
into th e business. Hydro One,  one of the companies
created  from th e former On tario  Hyd ro , has formed 
a division called Hydro One Telecom for exactly that
purpo se. Hydro-Québec has trumpeted its en try into
the business by annou ncing in November that it  will

build a fibre-optic network to serve a new community
of 3,000 residential units, as well as a commercial and
industria l zo ne in the town of Brossard on the South
Shore. It a lso announced that it will ren t band wid th 
to service providers.

Bill  St. Arnaud says the sp read of pub lic-private
sector data networks has the potential to transform the
telco industry.

Maurice Gallant, director of information technology
for the City of Fredericton, agrees.

“ T h e r e ’s no doubt that this will change the industry
parad igm .” Gallant says.  “Th e te lep hone compan ies
have been saying for many years that it’s not about
building lines, it’s ab out se lling services. Now this is
going to become reality.

“I know of about 30 communities in Canada with
network initiatives, and it’s inevitable that everybody 
is going to get in.”

So certain is Frederic ton of this that next April the
city will host a n ational sym posium on municipal
fibre-optic networks. For information, please co ntact
maurice.gallant@city.fredericton.nb.ca. n

mailto:maurice.gallant@city


The City of Surrey, BC, has
been honoured for developing
an efficiency-b oosting online

business-licensing application.
S u r r e y ’s Licensing and Bylaw

E n f o rcement Automation System won
a silver medal at the Technology In
Go vernment Distinction Aw a r d s
2000, held in Hull, Québec. 

Councillor Judy Higginbo tham
said: “The real heroes were the staff
invo lved in the redesign of the busi-
ness processes, planning and rollout
of the project. They created a new
work environment for their customers
and themselves to  improve effic ien-
cies all around.” 

The application, developed using
the POSSE workflow-management
system, paid for itself in two and a
half years by cutting costs of licensing
and bylaw enforcement by $620,000
and increasing revenues by $830,000.

“Commitment to leadership in

government innovation and excel-
lence in service requires client col-
laboration , pro ject team dedication
an d a  dynam ic business system ,”
said Chief Technology Officer Gary
Scott. “It is th is commitmen t that
made POSSE one of the principal
business systems o f choice for the
City of Surrey. ”
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EDMONTON RECEIVES CIPA AWA R D
FOR TAX INFORMATION SYSTEM

The City of Edmonton has won
an Award of Excellence from
th e Canadian Information

Produ ctivity Awards (CIPA) for its
Mobile Equipment Services Information
System, known as MESIS.

The award was presented
November 13  at the  CIPA G a l a
Banquet in Toronto before a black-tie
audience of approximately 1,500

executives. CIPA is Canada’s larg e s t
information-technology awards 
p r o g r a m .

MESIS+, developed with IBM
Canada, is a fleet-management 
system that cut costs in Edmonton’s
Mobile Equipment Services branch
by 30 per cent over three years. The
solution is described on the CIPA
Web site, www. c i p a . c o m .

Pe o p l e &
A p p o i n t m e n t s
Greg Geddes, CIO of the City of

Ottawa, has announced the following
appointments in the Information

Technology Services branch of the
Corporate Services Department:

• Deirdre Stirling, m a n a g e r, Business
Application Management

• Danielle McDonald, m a n a g e r,
Client Relationship Management

• Elaine Panke, manager, Enterprise
Applications Management

• Tina Ta r d i o l i , m a n a g e r, Enterprise
Information/Records Management

S e r v i c e s
• Janet Harris-Campbell, m a n a g e r,

Project Management Office, and
• Alain Rochefort, manager,

Technology Infrastructure.

Bruno Mangiardi is the new Director
of Information Technology for the

recently amalgamated City of Greater
Sudbury. Georges Moreau is the

Manager of Business Applications,
while the new Manager of Network

and Operations is Jim Dolson.

ROBOT DEPLOYS CABLE
THROUGH SEWER SYSTEM 

S U R R E Y A P P L I C ATION HONOURED

Stream Intelligent Networks Corp.
and the City of Mississauga
have an nounced the imple-

mentatio n of specialized  robo tic
technology to install a high-speed,
fibre-optic network within the City’s
storm-sewer system. 

A first in North America, this
environmentally friendly technology
l a y s fibre faster than existing methods.

Developed by Robotics Cabling
Company GmbH of Berlin and
known as STAR (Sewage Te l e c o m m -
unication Access by Rob ot),  th e

robot-cabling system has been used
in Europe and Asia to lay fibre-optic
cable up to eight times faster than
traditional construction provisioning.
Toron to-based Stream  In telligent
Netwo rks has exclu sive rights to
deploy this technology in Canada.

Mississauga Mayor Hazel
McCallio n said in a re lease,  “A
system like STAR is an innovative
way for u s to enhance public  ser-
vices and business competitiveness
with minim um disru ption  to bo th
our citizens and our roads.”



Like many of you, I regularly receive messages from
well-meaning individuals about supposed viruses or
other scams. Occasionally, these messages provide

imp ortant information abou t some new th reat to our
network security. Mo re frequently, ho wever, they are
repetitions of urban myths.

For instance, there are many variations of the fol-
lowing about the fictitious California or Wobbler virus.

“If you receive an email with a file called
California , do not open the file. This is a  very dangerous
virus, much worse than Melissa, and there is NO remedy
for it at this time. It destroys Macintosh and IBM com-
patible computers. Please pass this warning to everyone
in  your address bo ok so  that the d estruction may be
minimized.”

Th is next one is real. However, a lthough the Kris
or Kriz virus was o riginally repo rted in August 1999
and should be cleaned by anti-virus software updated
since late 1999 , a n ew Kriz warn ing was making the
rounds in December 2000:

“The virus has a  dangerous payload that is activated
on  December 25th. The viru s kills CMOS memo ry,
overwrites data in all files on all available hard drives
and then tries to destroy Flash BIOS.”  

Here is another old chestnut, which I received
recently:

“I received a telephone call last evening from an
individual identifying himself as an AT&T service tech-
nician conducting a test on telephone lines. He stated
that to complete the test I should touch nine (9), zero
(0 ), the pou nd sign (#), and th en hang u p. Luckily, I
was suspicious and refused. Upon contacting the tele-
phone company, I was informed that, by pushing 9-0-#,
you give the requesting individual full access to your
teleph one line , wh ich enables them to place long 
distance calls billed to your home phon e number.
Please beware. DO NOT press 9-0-# for ANYONE.”

Th e 9-0-# scam has been arou nd for years an d
contains a kernel of truth. Under some conditions, it

can be used against businesses using a private branch
exchange (PBX) and  u sing 9 to get an  outside line.
Although you can never quite track down the person
who was actually victimized by it, this fraud is regularly
reported.

And finally, here is one more example:
“ You will receive a message asking you to call a

number beginning with area code 809 to receive infor-
mation abo ut a fam ily memb er who  has been  ill , to
te ll yo u someone has been arrested , to  let you  know
you have won a wonderful prize, etc. If you call, you
will apparently be charged $2,425 per minute. They
will try to keep you on the phone as long as possible
to increase the charges.”

Again, this o ne has an elem ent of fact. The 809
area code is in the Caribbean, and some numbers can
be pay per m inute – although the rates are, a t most,
$25.00 per minute. Although reports of this scam have
been arou nd sin ce 199 6, it is again  no t clear ho w
many people have actually been victimized.

While such messages cause little more than a minor
interruption to validate their authenticity, the real danger
is that people become so used to receiving hoax mes-
sages that they ignore a real alert when it is received.
For th is reason , at Peel we h ave asked that all  virus
and related technology alerts be forwarded only to IT
Services, which is the sole department authorized to
redistribute such messages widely to municipal staff.

It usually takes only a small amount of time to vali-
date the legitimacy of messages like these before for-
w a r d i n g them to others. In addition to Web sites that
specialize in so-called urban legends, vendors of a n t i -
virus software (including McAfee, Norton/Symantec
and Computer Associates) all maintain Web sites on
both real viruses and common hoaxes.

Before crying wolf within your organization, or
with those on your m ailing list, wh y not take a few
min utes to check the facts? You might save you rself
some embarrassment. n
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CRYING WOLF: HOAX VIRUSES
By Roy Wi s e m a n
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Regular membership is available to municipalities in Canada.

Affiliate membership is available to any federal, provincial or 

municipal government, boards, agencies or commissions and to
municipal professional associations.

Associate membership is available to non-government organiza-
tions providing products, professional expertise or management
consulting services to local government authorities.

A subscriber fee is available to municipalities wishing to receive 
Municipal Interface.

M I S A ANNUAL MEMBERSHIP F E E S
Regular member, population 20,000 or less $ 1 0 0

Regular member, population 20,000 - 99,999 $ 2 0 0

Regular member, population 100,000 - 299,999 $ 3 0 0

Regular member, population 300,000 - 500,000 $ 4 0 0

Regular member, population more than 500,000 $ 5 0 0

Associate member, 5 employees or less $ 2 0 0

Associate  member: more than 5 employees $ 4 0 0

Affiliate member $ 3 0 0

Affiliate member, Canadian municipality outside  

O ntario or British Columbia, 1999-2000 $ 1 0 0

Munic ipal Interface subscriber (additional copies 

for existing members) $ 5 0

Note: The above  fees are subject to GST.  For each $100, the 
municipality receives one copy of Municipal Interface .

M I S A A P P L I C ATION FOR MEMBERSHIP

Type of Membership                                                   

Name                                                                        

Title                                                                           

Organization                                                              

Address                                                                      

City/Province                                                              

Postal Code                                                                

Phone                                                                        

Fax                                                                            

Forward with payment to: MISA
Suite 520, 2810 Matheson Blvd. East
Mississauga, ON  L4W 4X7
Phone:  905-602-4564  Fax:  905-602-4295
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M E M B E R S H I P
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2000/2001 EXECUTIVE (ONTA R I O )
PRESIDENT  Walte r Gasparini, Waterloo Region
519-575-4570 (fax 575-4562) gwalte r@region.waterloo.on.ca

VICE  PRESIDENT  Jim de Hoop, City of Kingston
613-546-4291 (fax 546-4051) jdehoop@city. k i n g s t o n . o n . c a

PAST PRESIDENT  Deborah Barrett, City of Mississauga
905-896-5190 (fax 615-3273) debbie.barrett@city. m i s s i s s a u g a . o n . c a

TREASURE R  David Laneville, City of Ti m m i n s
705-360-1375 (fax 360-1391) davidl@city. t i m m o n s . o n . c a

S E C R E TA RY Karl Drysdale, City of London
519-661-4945 (fax 661-5985) kdrysdale@city. l o n d o n . o n . c a

A S S O C I ATE MEMBERS REPRE SE NTAT I V E S
Mark Lehmann, Toshiba  Canada 
905-470-3500 (fax 470-3479) mark_lehmann@mail.toshiba.ca
Ruth Gastle, Microsoft Canada
905-568-0434 (fax 568-0154) ruthgast@microsoft.com

REGIONAL DIRECTORS
C E N T R A L Jane MacCaskill, Region of Halton
905-825-6000 (fax 825-8820) maccaskill@region.halton.on.ca

E ASTERN  Tom Hope, City of Ottawa 
613-244-5300, ext. 2000 (fax 546-4051) hope@city. o t t a w a . o n . c a

N O RTHERN  Bruno Mangiardi, City of Sudbury
705-674-3141 (fax 671-9327) bruno.mangiardi@city. s u d b u r y. o n . c a

WE STERN  Fred Snelling, City of Stoney Creek
905-643-1261 (fax 643-6161) sne lling@binatech.on.ca

AT LARGE  
Roy Wiseman, Region of Peel
905-791-7800  (fax 791-4195) wisemanr@region.peel.on.ca
Angela  Desserre, City of Thunder Bay
807-625-2278 (fax 623-3999) addesser@tbayel.ne t

M I S A BC PRESIDENT  Per Kristensen, City of Nanaimo 
250-755-4418 (fax 755-4403) per@city. n a n a i m o . b c . c a

M I S A PRAIRIE REGION  Judith Umbach, City of Calgary
4 0 3 - 2 6 8 - 4 8 11 (fax 268-2546)

M I S A ATLANTIC REGION  Bill Todd, City of Saint John
506-658-2853 (fax 658-7901)

C O M M I T T E E S
A D M I N I S T R ATIO N & FINANCE   David Laneville, Ti m m i n s
705-360-1375 (fax 360-1391) davidl@city. t i m m o n s . o n . c a

C O M M U N I C ATIONS  J im de Hoop, City of K ingston
613-546-4291 (fax 546-4051) jdehoop@city. k i n g s t o n . o n . c a

MEMBER SERVICES  Roy Wiseman, Region of Peel
905-791-7800  (fax 791-4195) wisemanr@region.peel.on.ca

PROGRAM  Walte r Gasparini,  Waterloo Region
519-575-4570 (fax 575-4562) gwalte r@region.waterloo.on.ca

2000 MISA CONFERENCE   Kathryn Bulko, City of To r o n t o
416-397-9921 (fax 696-3634) kbulko@city. t o r o n t o . o n . c a

G E N E R A L C O U N S E L
Lou Milrad 905-737-1385 (fax 508-4482)




