
By Michelle d’Auray
Chief Information Officer
Government of Canada

Ms. d’Auray will be the keynote speaker
on Monday, June 11 at the MISA O n t a r i o
annual conference and trade show in
Kingston. For more information and 
a registration form for the conference,
see pages 4-5. An online registration
form is available on the Web at
w w w. m i s a . o n . c a .

The Government of Canada 
is taking a staged approach t o
achieving what it calls Government On-Line

(GOL), its plan to put federal information and services
online by 2004. 

The centerpiece of this ambitious initiative is the
development of portals – a strategy that all governments
across the country can apply in delivering services online. 

The first step, announced in October 1999, was to
strengthen the federal government’s Internet presence
and improve the organization and presentation of its
online information. Both of these goals were achieved
by January 2001. 

As part of the GOL initiative, the government also
undertook in the spring of 2000 to develop an e-cluster
s t r a t e g y. The goal was to make it better reflect the
client-centred approach that underlies the Canadian
g o v e r n m e n t ’s e-government service agenda. Thirty-five
information and service cluster groups were identified,
and work began on a significant redesign of the Canada
Site Portal, completed in January 2001.

The Canada Site – the government’s main Internet

information site since 1995 – rapidly
became an essential tool for millions
of Canadians looking for information
provided by the federal government.
In 2000-2001, the Canada Site
received more than 38 million page
requests, an increase of 60 per cent
from the year before. E-mail sent to
the Canada Site also increased from
12,000 in 1999-2000 to nearly
30,000 this past year.

The most significant development
of the redesigned Canada Site 
was the introduction of audience-
specific gateways to information:

Canadians, Canadian Business and Non-Canadians.
The gateways are an important component of the
Canada Site because they organize information
around the needs of users rather than by departmen-
tal responsibility.
(Continued on page 10)

MUNICIPAL

Interface

CIO OF CANADA SEES PORTA L S
AS KEY TO E-GOVERNMENT 

M AY 2 0 0 1 ,  V O L .  8 , N O  3 .

Journal of the Municipal Information Systems Association

AL S O I N T H I S IS S U E
EFFICIENCY-BOOSTING SOFTWARE

PAGE

System refines water management 1 9
Activity-based costing 2 1
Parking management in London 2 5
Wi n d s o r’s help-desk application 2 7
Asset-management software 2 8

Michelle d’Auray





3

MUNICIPALInterface MAY 2001

Interface
Journal of the Municipal Information Systems Association

Suite 910, 2680 Skymark Avenue, Mississauga, ON L4W 5L6
Phone: 905-602-4564 Fax: 905-602-4295

M I S A Web sites: www.misa.on.ca and www. m i s a . b c . c a

JOURNAL PRODUCTION
C h a i r, Communications Committee: Jim de Hoop (Kingston) 613-546-4291
Co-Editors: Lawrence Moule 416-458-4410; Jane Morgan 416-488-4961

Printer: Select Printing, To r o n t o

ADVERTISING RAT E S
$1,350   pre-printed insert       $1,200   back page     $900, inside front

$ 6 00 1 page $ 4 00 1/2 page $ 2 50 quarter page $ 1 50 business card

Articles are subject to approval by the Communications Committee.  
The views expressed in this journal are those of the individual writers and do 

not necessarily reflect those of the Municipal Information Systems A s s o c i a t i o n .
No part of the publication may be reproduced by anyone 

without prior written permission from MISA.
Copyright 2001 Municipal Information Systems A s s o c i a t i o n

For the past two years it has been both my pleasure
and privilege to serve as President of MISA
Ontario. I’ve worked with some very dedicated

people on our Executive and with many members, all of
whom are committed to advancing IT in the municipal
sector – and in using MISA as the vehicle to accomplish
this. Our associate members have enthusiastically 
supported our events, and their financial support has
contributed to our conferences’ success.

No doubt about it, the past two years have been
exciting. Thanks to the efforts of Debbie Barrett,
municipalities were accepted as members to the 
CIO Council. This success story began with our early
participation in the Lac Carling conferences – and
developed into a formal working relationship with the
provincial government. A representative of the provincial
C I O ’s office now sits as an honorary member of our
Executive, opening communication channels with other
ministries and promoting municipal participation in
events like Showcase Ontario. We look forward to
working on more IT projects with the province.

And who can forget the dreaded Y2K? It was

rewarding to see people working together, exchanging
information and helping each other through the system
remediation process. In the end, Y2K wasn’t much of
an event – and it was the hard work of municipal IT
folks that made it this way.

This same spirit of cooperation is evident in new
initiatives like electronic service delivery. Our politicians
want it and the public seems ready for it, but I’m not
sure that we’ve figured it all out at the municipal level.
This is a pretty big package including big issues like
security, privacy and a whole new approach to doing
business. One thing I do know – by working together,
we’ll get there.

Our Web site has a brand new look, and we’ll 
be using it to deliver more services. And individual
municipalities are working on several other projects,
including high-speed community networks, wireless
technology and document-management systems. 

During my tenure, I’ve learned that people working
together is still the best way to get things done. Thank
you for your support.
gwalter@region.waterloo.on.ca n
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By Jim de Hoop
Director, IT Services, City of Kingston

With more than 30 speakers descending on
Kingston for the Annual MISA O n t a r i o
Conference on June 10-13, delegates are

bound to have a tough time choosing from among the
many topics! A taste of what to expect is shown below.
The full conference schedule is also available at
www.misa.on.ca.

Michelle d’Auray, chief information officer for the
Government of Canada, is responsible for modernizing
and maintaining federal information management and
technology policies and guidelines. The CIO Branch is
renewing the government’s information policy framework
to facilitate the efficient, effective and strategic use of
government information and enabling technologies. 

D r. Carol Beatty is the Director of the School of
Industrial Relations and the Industrial Relations Centre
at Queens University. Her teaching and research focus
on human and organizational issues resulting from the
implementation of change, including technological
change as well as mergers and acquisitions. Now
undertaking a study of high-performance work teams,

she has also served as a consultant to Alcan, Falcon-
bridge, Molson and Correctional Services Canada.

Craigg Ballance is an expert in electronic business
process and the co-author of three books: E l e c t r o n i c
C o m m e rce Relationships: Trust by Design, O n - L i n e
Profits: A M a n a g e r’s Guide to Electronic Commerc e,
and Electronic Commerce and EDI In the Financial
I n d u s t r y. Working in the “e” field for more than 20
years and a partner with E-Finity Group Inc. in To r o n t o ,
he has been a consultant for organizations in countries
worldwide.

Eugene Roman, CIO of Bell Canada, supports a
team-based atmosphere by providing employees with
the best learning and growth opportunities available.
Bell gives employees access to the best in emerg i n g
technologies, provides opportunities to apply and
expand their expertise and creativity, and provides
training, coaching and development programs.

David Kennedy, keynote speaker on June 13, will
discuss Ontario’s sponsorship of municipal e-government
and community portal initiatives through the Connect
Ontario and Geo-Smart programs. Kennedy is Director of
the Information and Communications Technologies Branch
of the Ministry of Energy, Science and Technology. n

KEYNOTE SPEAKERS TAKE THE HIGH ROAD
AT MISA O N TARIO ANNUAL CONFERENCE

M U N I C I PAL ACHIEVEMENTS TO BE SHOWCASED

Ontario municipalities will have an opportunity
to display their achievements in information
systems management at a conference in

Toronto this fall, and possibly win awards for them.
The Ontario government is encouraging strong

municipal representation at its Showcase Ontario 2001
conference, to be held September 10-13 at the Metro
Toronto Convention Centre.

MISA Ontario’s executive has agreed to help orga-
nize a large display at the conference under the theme
of “The Connected Community.”  President Wa l t e r
Gasparini is encouraging municipalities to contact him
at gwalter@region.,waterloo.on.ca to offer displays and
presentations for the conference.

At a MISA Ontario executive meeting May 4,
Showcase Ontario organizer Bob Kennedy said munici-
palities are being encouraged to enter the Awards of
Excellence competition for information technology

projects that enhance the quality of public service.
“ We want to reward and recognize individual project

teams and people who are excelling,” said Kennedy,
who is director of new initiatives marketing for the
Office of the Chief Strategist within the Ontario
Management Board.

A Diamond Award of Excellence and a certificate
of recognition, as well as three awards of merit, will be
presented during Showcase Ontario to winners in eight
categories. Entry deadline is June 14. Further informa-
tion is available at www.showcaseontario.com or by 
e-mail at awards@showcaseontario.com.

Kennedy said the four-day conference – which has
become one of the largest technology events in Canada
– will include 32 labs and 48 workshops. All told, there
will be 128 individual learning opportunities for atten-
dees. Last year, Showcase Ontario drew 3,500 registrants
and 78 private-sector sponsors. n
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Conference Registration Fees
(including GST)

Member – Full Conference $350

Non-Member – Full Conference $400

Partner/Spouse $125

One-Day Registration (workshops only) $125

I will be arriving at noon Sunday for the golf tournament        Yes         No

Accommodation

The FourPoints Hotel and Suites, conveniently located in the centre of Kingston’s historic downtown,
welcomes you. Reservations should be made directly by calling the FourPoints Sheraton at 1-888-478-
4333. Fax:  613-548-1782.
MISA conference rate until May 20:  $129/room/night plus taxes.

Please check as appropriate:          Payment enclosed         Please send invoice

SUPPORTING YOUR TEAM
M I S A Ontario 2001 Conference and Trade Show

JUNE 10-13, 2001
Host: The City of Kingston

at the FourPoints Hotel and Suites

Please complete one registration form for each person attending and fax to 6 1 3 - 5 4 6 - 4 0 5 1, or mail to address below.

REGISTRATION FORM

If sending payment, please make cheques payable to MISA 2001
Attach cheque to completed registration form and mail to:
MISA Conference Registration
City of Kingston
216 Ontario Street
Kingston, ON  K7L 2Z3

Name:_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

Title: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

Organization: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

Address: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ PostalCode: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

Phone:_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ Fax: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ E-mail: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

Dietary Restrictions: _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _
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Debra Keeling

S E RV I C E S - C E N T R I C
COMPUTING: THE WAY
TO BUILD AND MAINTA I N
‘ALWAYS ON’ SERVICES

By Debra Keeling
Hewlett-Packard (Canada) Ltd.

It is with great pleasure that I am writing an article for
MISA. It has been a while since I left the municipal
sector and I have thought of many of you often during

these past few years.
As the 2001 annual conference of MISA Ontario

unfolds, you will have the opportunity to explore new
solutions, share ideas and best practices and, most
i m p o r t a n t l y, encourage collective dialogue on a whole
host of municipal IT issues that you will individually
need to address when you return to your home sites. 

Managing the municipal IT infrastructure was one
of the most challenging and rewarding experiences of
my career. I left that world, however, just on the cusp
of the Internet explosion or e-revolution that most of
you are now trying to deal with.

This is a daunting task but not insurmountable. It will
test the patience, abilities, creativity and innovativeness
of all of you. It requires that you think differently about
how government delivers services and, specifically,
how your business functions and services can be
more effectively delivered to your constituents. 

Most of the challenges for business today – public
or private – can be classified into two areas: business
agility and optimal customer experience. Org a n i z a t i o n s
are and have always been focused on increasing their
revenue and market share, as well as reducing their cost
of operations. Even with our obsession to “e” everything,
these fundamental business drivers remain unchanged. 

A successful business strategy must address the 
following:
• Create and deliver new services;
• Deliver bulletproof services;
• Deploy them quickly;
• Maximize revenue from each customer;
• Offer customers service visibility and control;

• Develop customer trust and exceed expectations; and
• Eliminate redundancies in equipment and people.

Now put these in the context of a no-holds-barred
business environment where access to information and
services is unparalleled – an environment where change
at rapid speed is the norm, not the exception, where the
level of tolerance for error is minimal and the potential
for customer dissatisfaction is high.

Now that we all feel totally dejected and wondering
how we are going to get out from under this cloud of
darkness, let me shed some light on a course of action
that can deliver results.

Organizations are moving toward a services-centric
computing model. In the municipal world, service is at
the heart of everything you do. Running a city with its
complex infrastructures, diverse constituent needs and
unwavering scrutiny of your actions is a challenge at the
best of times, but even more so today as internal func-
tions and processes are exposed to the outside world. 

I used to say to my private sector associates that
the municipal government environment is the only
place where a customer can walk in the front door and
demand to see the head of the organization, be it the
mayor or the chief administration officer. A c u s t o m e r
can walk in unannounced, sit in the exterior office
and wait. That would be unheard of in most private-
sector organizations.

As was stated in a recent Business We e k article, “Call
it what you want – a sea of change, discontinuity, par-
adigm shift, chasm, revolution – the reality is that 
conventional business approaches are being reinvented
at a breakneck pace.”

As demands increase to deliver more with less,
agility is top of mind, sometimes superseding products,
prices or services. Organizations need to rapidly create
and enhance relationships with their customers, partners,
and sometimes even their competitors.  
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Successful businesses today have come to realize
that, in order to meet the demands of the people they
serve, they must be forward thinking in their use of
information technology and information systems. The
old way just doesn’t work. They need to build out the
digital infrastructure to accomplish these goals, and
they need to do it fast. 

This infrastructure is expected to be “always on,”
100-per-cent available, highly reliable and secure. At
one time, 100-per-cent reliability would be laughed at
by most IT staff. Now that business units understand
the importance of infrastructure, no one is laughing.

In the IT world, infrastructure is now defined as the
blend of servers, storage, operating systems, support,
services and software that are being used to construct
a services-centric computing model and the IT organi-
zation is considered the service provider. It is through
services and software that organizations are transforming
their business. So what’s the problem? 

Well, first and foremost, in order for companies to
take advantage of the many
benefits of the digital age,
e-business and the Internet,
they must find a way to
Web-enable their existing
back end business systems.

Building an e-business
solution from scratch, one that doesn’t allow you to
make use of existing back-end investments, is not an
option.  

Second, as mentioned above, is the need to provide
an always-on Internet infrastructure. This is incredibly
important. 

In years past, when we talked about customer service,
we generally meant face-to-face contact. This was
especially true in the municipal environment. With the
Web becoming a key form of communication with many
constituents, the surest way to affect customer satisfaction
is to have an inferior Web infrastructure – slow, unre-
sponsive, unavailable, outdated information. These are
killers to building customer relationships and ensuring
customer satisfaction online. 

A final area of concern is the development process.
All of you have made sizeable investments in building
and expanding your business operating systems. You are
now looking for standards-based development envi-
ronments and tools that offer reduced development
time, reduced development costs, and quicker time to
market and other benefits.

Operating in a services-centric world is an evolving
process. The landscape is continually changing and
your business must be able to adapt quickly – adding
or modifying services as the market dictates or cus-
tomers demand, and ensuring that these services are
secure and highly available.  

You must be able to monitor your services so that you
can maximize availability and ensure that customers
have reliable access to services all the time. This means
that you must be able to develop solutions that keep pace
with a rapidly evolving business environment, public or
private, and be ready to benefit from new opportunities. 

You need to integrate new technology quickly and
easily into your existing IT infrastructure, deploy fast,
highly available and adaptable services, and manage
this infrastructure, which has now become the foundation
of your Internet business that delivers the fastest, most
reliable customer experience.

To accomplish this you must be absolutely diligent
in selecting tools, software and technologies that give

you what you want. 
You need to respond to 
a dynamic and complex
business environment,
optimize a continually
changing e n v i r o n m e n t ,
and ensure your 

customers of an optimum experience.
Impossible, you say? Not really. Solution providers

and software vendors have been very busy these last
few years developing powerful, standards-based tools
that enable business agility.

There is a wide selection of tools and services to
help you put a reliable, high-performance architecture
in place and create, aggregate and re-use business 
services as needed within your existing environment;
and then to extend those services to the Web.

You must select the right tools that provide a secure,
reliable, fast foundation for deploying services-centric
solutions. These solutions should maximize standards
such as java and XML, ensuring the ability to run on
multiple platforms in a highly heterogeneous environment
– a consideration of paramount importance. This will
provide true business agility.

You need to create an Internet operating environment
that can manage the intersection between disparate
applications across unlike platforms. This internet
operating environment is much like an operating system
which provides a consistent environment for enter-

Services-centric solutions 
run on multiple patforms 

and provide business agility
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prise-wide application development and deployment.
Adherence to open industry standards will maximize
your return on investment and opportunities for busi-
ness expansion.

Now once you’ve built it, you must manage it – 
all of it. Every aspect of your IT infrastructure must be
managed to ensure availability and response time.

Why is management so critical? You need to be able
to understand how your environment is functioning,
identify and fix issues before they become problems,
and provide closed-loop service level management
that lets you guarantee differentiated service levels to
your customers.  

By enabling you to provide the people you serve
with the availability and performance they demand,
you can meet your goals of e-government – optimal
customer experience.

Do you think business expectations have dramati-
cally increased in these last few years, or are they just
expecting IT to meet them? Business has always expected
availability, performance and cost effectiveness. IT has
always tried to control costs, maintain customer satis-
faction (mostly internally focused), manage business
expectations and, most of all, make a strategic contri-
bution to the business. So what’s different today? 
How has the Internet changed the rules of the game? 

Well, what is different is complete visibility of
complex IT operations. What was once internal has
now become very visible externally.

Accurate and careful capacity planning is now
essential. IT must provide secure and bulletproof envi-
ronments. The infrastructure must be always available.
Organizations must dynamically resource IT environ-
m e n t s based on customer needs and business objectives.
Problems need to be solved quickly without affecting
the total customer experience.  

The CEO of Wells Fargo recently stated: “It is no
longer enough for IT to manage the systems and networks
independently. Today you have to manage technology
from a line-of-business point of view.”

IT organizations have gone through four phases –
fire fighting, reactive, proactive to predictable. To provide
a predictable level of service requires tight integration
between people, processes and technologies. It requires
a service management platform that addresses man-
agement of services, applications, storage, networks
and Web interactions.

IT must implement tools and solutions that provide
the most in-depth visibility into the environment with
extensive prevention, detection and correction of 
service-affecting problems.  

This means more than managing at the device level.
It means understanding how failures in your infrastructure
affect the delivery of business services. This is a funda-
mental shift. It means understanding that the router
that just went down is affecting your order entry 
or swimming registration process and that has an 
associated cost.  

What is the cost of downtime to the government
environment? A recent IDC study indicated that in the
manufacturing environment it can be anywhere from
$20,000 to $100,000 a minute. Do you know what
downtime costs your organization? Can you measure
the level of customer dissatisfaction when they cannot
complete a transaction?  

Let me end with a brief example that puts this all
into context. In a discussion a few years back with
the US Internal Revenue Service, I asked the client
why managing his IT infrastructure had risen in priority.
His answer was, “We’re tired of being on 60 Minutes.”
That says it all.

In closing, as municipal organizations continue
their quest to optimize how they use technology, they
must look for solutions that are:
• M o d u l a r, enabling an building-block approach (fix

the burning issues first, add on later);
• Open and interoperable (open architecture supported

by award-winning industry standard products);
• Able to ensure that you are never boxed into a 

corner; and 
• Flexible, which means the scalability to handle small

and mid-size environments that will be “future proof”
as your business grows.
IT organizations need solutions today that work –

right now! They are out there and e-government
depends on it. n

Debra Keeling is the channel manager for HP’s Software
Solutions Organization in Eastern Canada. Previously she
was the e-services practice manager for HP Consulting.
And, in a prior life, she was director of IT for the
municipalities of Kingston and Kanata and vice-president
of MISA Ontario. She can be reached at K E E L I N G , D E B R A
(HP-Canada,ex1). Hewlett-Packard (Canada) Ltd. is a
member of MISA Ontario. Web: www.canada.hp.com
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(Continued from page 1)
The redesigned site is also an important contributing

factor to Canada being ranked first among 22 countries
surveyed in A c c e n t u r e ’s second annual global e-gov-
ernment study. Called Rhetoric vs. Reality – Closing
the Gap, this study was just released last month. It cites
Canada for its citizen-centred approach to e-government,
as reflected in the recently redesigned Canada Internet
portal, www.canada.gc.ca, which was officially launched
in February 2001. 

The study stated that, “While countries such as the
United States, Singapore, Australia and the United
Kingdom have articulated similar citizen-focused
philosophies, Canada has begun to turn the rhetoric
into reality.”

Canada is one of a select group of three nations,
including the United States and Singapore, characterized
as”ìinnovative
leaders” in the
fast-paced marc h
to put government
services online
around the world.

The Canadian approach to portal building
As the Accenture study points out, many nations are
taking a client-centred approach to designing their
portals to government services. There are variations on
this approach. Singapore is known for its “path of life”
approach, which bundles information according to
important life events such as birth, going to school,
marriage and getting a job. 

The redesigned Canada Site was organized around
the needs of three main user groups: Canadian citizens,
Canadian businesses and non-Canadians. This approach
was favoured after broad consultations and focus testing
with Internet users and non-users alike to determine how
they instinctively searched the site for information, and
how they would like to see the information organized.

As a result of these consultations, it was decided that
each of the three user groups would be best served by
a gateway leading to information clusters relevant to
the three user groups. 

The Canadians gateway, for example, provides quick
access to information on a variety of topics, such as
employment, health, consumer protection and benefits.
Through this gateway, communities of interest – A b o r i g i n a l
peoples, children and youth, newcomers to Canada,
persons with disabilities and seniors – can easily find
the things that mean the most to them.

The Business gateway links to information covering
business start-up, employment, taxation, financing and
exporting. Commonly requested Government of Canada
forms are also available for download, and in some
cases, transmission.

F i n a l l y, because approximately 20 per cent of visitors
to the Canada Site are from outside Canada, the Non-
Canadians gateway offers visitors and businesses from
other countries a window on Canada, including infor-
mation to help them learn about our culture or make

decisions about
travelling, living,
studying and
investing in
Canada.

Feedback
received through

the online survey and e-mail over the first three months
of operation indicate that a large majority of users find
the redesigned Canada Site easy to use and navigate.
In fact, the site scored the highest rating in the Ottawa
Citizen’s Federal Government Site Efficiency Index. It
was also an important factor in Canada being ranked
first among the countries surveyed in A c c e n t u r e ’s study.

Challenges to inter-governmental portal building
The Gateway approach meets a key criterion for the
successful delivery of online government, as identified
in an exhaustive piece on world developments in 
e-government in The Economist (June 24, 2000): “The
citizen does not need to know about the org a n i z a t i o n a l
complexity behind the scenes because the portal will
take him smoothly to where he wants to go.”

Behind the scenes, the complexities of a cross-gov-
ernment undertaking of this magnitude are breathtaking
in their scope. A host of challenges arise in taking 

E-GOVERNMENT CHALLENGES ARE
‘ B R E AT H TA K I N G ’ TO FEDERAL CIO

The Canada Site was designed to meet
people’s instinctive preferences
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government online, but several
relate specifically to the task of 
creating a seamless public interface
from a patchwork of internal com-
ponents. Some of these challenges are: 
• Political will. As the Accenture report has noted,

political support is essential to putting government
online. In Canada, the Prime Minister’s commitment
to make Canada the most connected country to its
citizens by 2004 has been accompanied by concrete
actions: there is a Minister of Cabinet for a central
government agency – Treasury Board – which leads
the transition to online government.

• Common infrastructure. Shared government net-
works, applications that can be reconfigured for
use in other departments, and the avoidance of
replication are essential both for seamless presenta-
t i o n and cost-effectiveness. 

• Business transformation of government. Some
have argued that the vertically integrated structures
that characterize public-sector organizations are

unsuited to the digital age.
Canada’s focus to date has cen-
tred on the adoption of a client-
s e r v i c e agenda that underlies the

online transition and is fundamental to the way gov-
e r n m e n t will do business in the 21st century.
The process of coordinating and integrating infor-

mation and services for citizens will also drive the 
integration of internal processes to improve our organi-
zational efficiency and effectiveness.
• Human resources. To be focused on the task of

integration, public-service employees require a
commitment from management that they will have
the tools and support to make the transition to an
integrated, online workplace. 
Just as unprecedented levels of collaboration were

required to implement the e-cluster strategy central to
the Canada Site redesign, so too will this same level of
collaboration be necessary – particularly if we are to
overcome the challenges to realizing the full potential
of e-government. n

www.canada.gc.ca
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M U N I C I PALITIES AND TELECOMS:
R I G H T S - O F - WAY GUIDELINES SET
CRTC REJECTS MARKET-BASED ACCESS FEES IN LANDMARK CASE

By Ariane Siegel
Information Technology and Communications 
Practice Group, Smith Lyons

On January 25, 2001, the Canadian Radio-
Television and Telecommunications Commission
( C RTC), issued Decision 2001-23: Construction,

Operation and Maintenance of Transmission Lines in
Vancouver (the Ledcor Decision). The decision responds
to a dispute between Ledcor Industries Limited and
the City of Vancouver regarding terms and conditions
for access by communications providers to municipal
property.

What does this decision mean to municipalities?
The CRTC decision establishes some basic principles

across the country for conditions of access to municipal
property and raises important issues for both the private
and public sectors. It is important to note that the CRT C
did not prescribe specific terms and conditions related
to the future construction of transmission lines by 
any carrier in Vancouver or any other municipality.
Municipalities that are grappling with access issues
need to carefully review the decision and consider its
implications for planning and contract management,
including the negotiation of terms and conditions. 

Municipalities should develop access strategies for
rights of way that meet the CRTC’s current guidelines
and, at the same time, monitor any new developments
in this area. The CRTC has emphasized the need for
municipalities to take a leadership role in the coordina-
t i o n of all parties seeking use of municipal rights of way.

Background
Ledcor and its affiliate customers sought access to street
crossings and other municipal property in the City of
Vancouver to install fibre-optic transmission lines, but
was unable to reach agreement with the City on the
conditions of access. Ledcor applied to the CRTC for
relief against the City.

L e d c o r, in its application to the CRTC, provides
information regarding the development, financing and
construction of its national fibre-optic transmission
infrastructure. The Vancouver portions of the fibre-optic

build provide access to downtown Vancouver by
means of the Canadian Pacific Railway. Ledcor has a
licence agreement with the railway to install, operate,
and maintain its telecommunications system along the
railway tracks.

The railway line, however, crosses 18 Vancouver
streets. According to Ledcor, its representatives have
been unsuccessfully attempting to obtain consent for
municipal access since 1997. The City had asked Ledcor
to sign a municipal-access agreement as a condition of
access to street crossings and other municipal property.
According to Ledcor, not only are the City’s proposed
street crossing and access conditions unduly onerous,
but provisions of the access agreement impose municipal
legal jurisdiction over matters that are subject to federal
telecommunications law.

Vancouver argued that competition in the commu-
nications industry is making space in municipal streets
an increasingly scarce resource. It argued that, where
public property is scarce and has market value, it is
equitable that the owner be compensated for its use 
by others in proportion to its value to others.  

Vancouver proposed that it recover all costs causally
incurred by it as a result of the use and occupation of
its public property by carriers. It also sought to make
carriers responsible for the cost of relocating their
facilities whenever such relocation was necessary.

Apart from recovery of actual and continuing
maintenance and administrative costs, Vancouver 
proposed to charge an annual linear “land” charg e
based on the value of adjacent lands. In this regard,
Vancouver was of the view that it should be able to
recover “access” fees based on the market value of 
the rights of way occupied and used by carriers.

Vancouver proposed to charge any competitive
c o m m e rcial user the cost of the space occupied through
an annual charge comparable to what would be
charged if the space were private property.

The Ledcor Decision deals with two fundamental
issues: constitutional jurisdiction governing municipal
access, and the type of costs recoverable by munici-
palities in exchange for providing access and the basis
of cost recovery.
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Constitutional Jurisdiction Governing Municipal
Access Fees 
Municipalities challenged the CRT C ’s ability to regulate
access terms on the basis of constitutional competence.
They argued that the CRTC should intervene based on
sections 43 and 44 of the Telecommunications Act, only
to the extent that the actions of a municipality sterilize
a vital part of a federal undertaking.

The CRTC concluded that the federal government
has exclusive constitutional authority to deal with the
entering on and breaking up of any highway or other
public place by a telecommunications carrier for the
purpose of constructing, maintaining or operating its
transmission lines.  

In the CRTC’s view, sections 43 and 44 of the Act
related in pith and substance to telecommunications.
Any effects on property and civil rights in the province
were incidental. The CRTC noted that all matters that are
a vital part of the operation of a federal undertaking
are within exclusive legislative control of Parliament.  

Whether to construct and where to construct trans-
mission lines are matters of exclusive federal concern,
as are the design of the transmission lines, the material
to be incorporated and other similar specifications. All
terms and conditions that will be permanently reflected
in the structure of the transmission lines, or have a direct
effect on the operational qualities of the transmission
lines, are within exclusive federal jurisdiction. Finally,
the use of property for the purposes of a transmission
line cannot be divorced from the exclusive federal
constitutional jurisdiction over telecommunications.

The Types of Costs Recoverable by Municipalities
In the context of the Ledcor Decision, the CRTC devel-
oped a set of principles to address the dispute before
it. The CRTC stated that it anticipated the principles
will also assist carriers and municipalities in negotiating
the terms and conditions under which municipalities
will grant carriers consent to construct, maintain and
operate transmission lines on or in municipal property,
without having to resort to an application pursuant to
sections 43 or 44 of the Act. 

Of special relevance, the CRTC noted that the
greater demand for rights-of-way derives from a com-
petitive telecommunications market and the expanded
rollout of modern, high-speed networks. The benefits
of a competitive telecommunications market and

greater access to modern, high-speed networks are not
enjoyed solely by the shareholders and customers of
carriers. The economic base that such facilities support
will provide general benefits throughout the munici-
pality, attracting industry, creating jobs, and increasing
tax revenue.

The CRTC recognized a municipality’s right to
recover direct (causal) costs and some indirect costs.
Some recoverable costs included plan approval and
inspection, construction disruption, lost productivity
for City operations, drainage of telecommunications
company vaults and pavement degradation. Some
recoverable costs are calculated as a 15-per-cent loading
on plan approval and inspection costs.

Most notably, on the issues of land charges, the
C RTC concluded that the blanket imposition of “market-
based” charges is not necessary or appropriate. The
CRTC considered that, in most instances, it would be
difficult to establish a market-based rate for the use of
municipal property, as there is no “free market” con-
sisting of totally willing buyers and sellers, for municipal
consent to occupy and use municipal rights of way.

Emerging Interests Related to Property and 
Land Development
The Ledcor Decision is not necessarily the end of the
story. The municipalities are seeking leave to appeal
the outcome to Federal Court. This decision is only
one of several CRTC decisions that highlight current
tensions within the telecommunications industry created
by the broadening involvement of traditional and n o n -
traditional participants in the communications market.
Another recent decision relating to reform of the telecom-
m u n i c a t i o n s contribution mechanism (a surcharge that
helps defray the cost of local telephone service) also
suggests a potentially widening impact for some CRTC
decisions. As a result, all telecommunications service
providers with Canadian telecom service revenue over
$10 million must now make contribution payments. It
is clear that the players and issues involved in Canada’s
telecom landscape are continuing to evolve. n

Ariane Siegel of Toronto-based Smith Lyons, Barristers
and Solicitors can be reached at 416-369-7228 or
asiegel@smithlyons.ca. Any views expressed in the
article do not necessarily represent those of the firm.
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This article was contributed by the Ontario Ministry of
Municipal Affairs and Housing.

Two new applications recently launched by the
Ontario Ministry of Municipal Affairs and Housing
will, for the first time, enable municipalities across

the province to track and compare their performance
year by year.

The new electronic Financial Information Return
and the Municipal Performance Measurement Program
are both the direct result of recent developments that
have introduced new demands for increasingly relevant
and consistent data. These include the Local Services
Realignment initiative, reforms to the assessment and
taxation system, and the implementation of the Public
Sector Accounting Board standards.

Many lessons learned during the initial implemen-
tation of these applications are already proving valuable
in planning future forays into the Web world.

Financial Information Returns
First introduced in 1977, the Financial Information Return
(FIR) is now accessible over the Internet. This new
electronic form also enables municipalities to gain
access to the completed forms of other municipalities
and compare performance in a wide range of service
delivery areas.

The FIR is the main data-collection document used
by the Ministry of Municipal Affairs and Housing to
collect financial information from municipalities each
y e a r. It provides a method of capturing detailed standard
financial and statistical information that can be used to
compare municipalities over time. This information is
widely used by the Ministry of Municipal Affairs and
Housing, other ministries, municipalities, municipal
associations, the financial community, the Ontario
Municipal Board and ratepayer groups. 

For the 2000 reporting year, the Ministry of Municipal
Affairs and Housing – with the assistance of an A d v i s o r y
Committee including representatives from municipali-
ties, municipal auditors, the Canadian Institute of
Chartered Accountants, Statistics Canada and other
provincial ministries – reviewed the FIR for continued
relevance and new data needs.

The new electronic Financial Information Return

(eFIR) gives municipalities the ability to enter their data
directly on to schedules, which are accessed over the
Internet. Edit checks have been automated, making it
easier to complete the eFIR accurately. The user is
notified if there are inconsistencies between schedules
or if the 2000 information is unreasonable when com-
pared with the FIR data collected in 1999. 

Data can now also be extracted directly from the
online schedules and entered into the Municipal
Analysis and Retrieval System, saving a step in the
transfer of data.

The new eFIR has refined many automatic features
that were available in previous years. One of the key
features of the eFIR is the automatic carry forward of
data from one schedule to another within the current
year. Certain values from previous years’ FIRs are also
automatically populated for the user in the current year. 

These useful features save the user time and
increase the accuracy with which the eFIR is completed.
In addition, taxation information from the On-line
Property Tax Analysis system has been automatically
populated for the user in cases where it was possible
to do so.

Performance Measures
The Municipal Performance Measurement Program
consists of a series of efficiency and effectiveness 
measures that all municipalities will submit to the
province as part of the annual Financial Information
Return. Municipalities will then use this information 
to report results to local taxpayers.

Using the FIR as a platform ensures that all munici-
palities report using a standard data-collection process
and encourages reliable reporting. Detailed instructions
guide municipalities through the performance-mea-
surement schedules, as well as the other schedules.

For the 2000 reporting year, measures have been
selected for a limited number of service areas: members
of Council, municipal administration, fire services,
police services, roads, winter control, transit, sewers,
w a t e r, garbage, recycling, land-use planning and Ontario
Works. The service areas selected are areas of provin-
cial-municipal interest that represent major costs to
municipalities or are of high interest to the public.

The performance-measurement program reflects 

MUNICIPALInterface
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the Ministry’s mandate to encourage municipalities to
deliver high-quality services efficiently to the public
and improve accountability to taxpayers. Measuring
and comparing performance should help municipalities
to examine their own service-delivery arrangements
and investigate best practices used by municipalities
elsewhere in the province.

Efficiency measures are defined as operating costs per
unit of service and are reported in a separate schedule.
Much of the data used to determine operating costs
(the numerator for each measure) is carried forward
from another schedule in the Financial Information
Return. Municipalities enter total units in the denomi-
nator. The measure is automatically calculated.

Effectiveness measures compare results to a goal
and are often expressed as a percentage (for example,
the percentage of residential solid waste diverted for
recycling). Effectiveness measures are reported in a
separate schedule. Most of the data collected in this
schedule is new for the 2000 reporting year.

The performance-measurement schedules were
originally created in Excel and were a challenge to
interpret and present as an Oracle application. The
result is innovative, while retaining the essence of the
original concepts. For example, the summary schedule
presents data in a fraction format. The presentation
helps communicate how the measures are calculated
to the user.

Supporting schedules include notes to the perfor-
mance measures, information on contractual municipal
service arrangements, a short service-delivery ques-
tionnaire and a summary schedule.

Implementation Issues
In introducing both the eFIR and Performance Measures
(PM) for use by all Ontario municipalities, the ministry
wanted to build upon existing infrastructure technolo-
gy to give clients access to many statistical reports and
data extracts. Consequently the applications were written
in Oracle Forms 6i and were implemented over the
Internet using the Oracle Forms Server Listener method.
This caused some problems for the Ministry clients
because they had to open an additional port in their
firewall.

A number of users did not wish or were unable to
make this change to their environment. An alternative
approach was investigated, which resulted in an
upgrade to Oracle Forms 6i Patch 4. This permits
clients to use the applications over the Internet going
only through the standard port 80 (http).
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Oracle 9iAS (Application Server) is the middle tier
responsible for serving out the application to connecting
users. As such, it plays an important role in the overall
s c a l a b i l i t y, performance and availability of the application.

The server used in the ministry deployment is a single
733 MHz Intel Pentium III CPU running Microsoft NT 4.0.
The disk subsystem is 4 SCSI disk in a Hardware RAID 5
configuration, with approximately 50GB available. The
machine also has 1GB of physical memory. Currently
there are no performance problems with the server.

Oracle JInitiator is a Java applet designed to assist
the Web browser view Oracle designed forms over the
World Wide Web. For the initial setup, JInitiator was a
requirement to access the applications. This requires a
one-time download over the Internet, by the user, of
an 8MB plug-in. As this can take up to 60 minutes to
download over a 28K modem connection, the Ministry
will provide a copy on CD, if requested.

The majority of Ministry clients use Microsoft Internet
Explorer (IE) 5.0 or higher.
Starting with IE 5.0, Oracle
provides support for Oracle
Forms to execute natively
in IE’s Java Virtual Machine
(JVM). This means that the
requirement for JInitiator
could be eliminated.

Initial testing confirmed
that the application operated correctly in this environ-
m e n t . As some of the users are experiencing problems
with proxy settings between IE and JInitiator, MAH
decided to run under native JVM in IE and eliminate
the need for JInitiator. Clients using Netscape or an
earlier version than 5.0 of IE still require JInitiator.

Lessons Learned
Overall, the recently launched eFIR and PM applica-
tions have been quite successful. Nevertheless, since
the Internet is still relatively new and associated tools
immature, there have been some inevitable glitches. 

Both applications are Web-based. This necessitates
dealing with the complexities of a number of inter- r e l a t e d
variables, including; operating systems, Internet browsers,
dial-up through telephone lines, network connections
and multiple versions of software. The integration of
these different technology environments is the root
cause of many of the problems experienced to date
and has made the implementation of the eFIR and PM

more difficult than a standard software developed project.
Testing an Internet-based application becomes a

much more complex issue than the standard client
server platform. Due to the wide range of computing
platforms that may be encountered, testing not only
the applications but also technology environments
becomes critically important.

Communications with our client community is
another key area that requires attention in the Internet
environment. Clients need as much warning as possible
about planned downtime and need to be informed of
unplanned outages at the earliest moment. Ve h i c l e s
such as an e-mail address should be available to
clients for problem reporting, enabling the Ministry 
to better identify solutions and post useful information
on the home page.

Due to some difficult timeframes, the two applications
were initially developed using familiar client server
tools. Following testing, the applications were deployed

on to the Internet for
additional testing. These
different e n v i r o n m e n t s
caused a number of
issues, including page
positioning and icon
alignment. If we had
used I n t e r n e t - b a s e d
tools initially, such prob-

lems would have been identified earlier or not been a
problem at all.

Training represents another challenge. A l t h o u g h
clients currently have access to numerous reports and
data extracts, there has been very little use of this fea-
ture. As municipalities begin to use the vast amount of
data that is available to them over the Internet, howev-
e r, the demand for training will become an issue
throughout the province.

Many lessons were learned during the initial imple-
mentation of applications on to the Internet. Future 
forays into the Web world will bring renewed focus on
many new issues including: impact of downtime, desktop
c o n s i s t e n c y, support for end-user devices, development
tools and testing. n

Several employees of the Ministry of Municipal 
Affairs and Housing contributed to this article, under 
the coordination of John Madill, Project Manager,
Technology and Business Solutions. For any questions
concerning the article, please use the e-mail address
fir@mah.gov.on.ca

Communication with the
municipal client community

requires attention
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By Brian Van Kessel
Chartwell IRM Inc.

The Water Services Division of the Region of
Waterloo, Ontario, has a big job. It keeps the taps
running for about 150,000 industrial, commerc i a l

and household units in seven different municipalities. 
It manages approximately 120 ground water sources.

Five years ago, the division’s engineering staff had a
vision of how this job could be improved. They pictured
an information system that would give them fast access
to critical data on everything from operational information
to financial information – data they needed to make
timely, cost-effective decisions on the Region’s water-
system planning and operation. To d a y, they have 
successfully implemented part of that vision.

The Water Services Division is responsible for water
production, transmission, quality and a complex infra-
structure that includes thousands of devices in pumping
stations, treatment plants and storage tanks. Most of
these facilities use process-control systems that operate
equipment and collect data needed in forecasting future
water demands and infrastructure requirements. The data
was spread across many systems, and the Division wanted
to bring it together to create one central resource.

Regional staff knew this task wouldn’t be easy. Data
to be integrated included: process-control information from
the SCADA system used for operating and monitoring most
of the water supply; water-quality data from the labs; cost
data from the financial information system; information
from the geographic information systems (images, maps
and charts), and asset and equipment information from
the computerized maintenance-management system.

The team started by studying what a future system
might look like. Chartwell IRM Inc., an IT consulting firm,
and Proctor and Redfern Ltd., an engineering firm (now
Earth Tech Canada), conducted a study on the future
system, which the Waterloo team dubbed the Technical
Information System (TIS). These firms conducted a pilot
project that engaged employees in discussion groups. 

The TIS pilot was followed by a prototype phase. 
At this point, the Water Services team realized that the
Region’s intranet would be a good delivery vehicle for
the TIS information. But the critical finding was the
degree of difficulty in extracting data from the SCADA
system and verifying it in a timely manner. The team

therefore decided that phase one would include only
the implementation of SCADA data. They would link
other databases to the new system in later phases.

About this time the City of To r o n t o ’s Water and
Wastewater Division was implementing a new system
developed by the TeamWORKS Consortium (composed
of EMA Canada, Chartwell and Convergent Engineering
Institute, among others), as well as the City itself. The
Performance and Operations Management System (POMS)
was being piloted for use in the Highland Creek water
treatment plant. In 1999, Chartwell demonstrated 
POMS and ARM (Alacrity Results Management), the
data-management package used in POMS, to Wa t e r l o o ’s
Information Systems and Water Services Engineering
Department. The team chose ARM, based on the advan-
tages that it could provide in supporting the business
and technical requirements of their new system.

The Waterloo team and Chartwell moved ahead to
plan the implementation of phase one of the TIS project.
In February 2001, the first phase was completed.

“Our new system makes complex process information
from SCADA easy to access, which improves support for
what we do,” the Water Services team has reported. “It helps
us make timely decisions on water-system operations and
infrastructure, and makes it easier to analyze everything from
daily to annual trends for the entire Region’s water supply. ”

The system uses object-oriented technology to capture
information on water demands by municipality, system
and pressure zones, production volumes by source, water
levels at reservoir and pressures at pumping facilities.

To d a y, Water Services staff can easily navigate through
site maps of pumping stations or reservoirs and find many
levels of information. The next phases of the project will
bring together data on water quality, production and
distribution costs, geographical and hydro-geological
information, and asset and equipment information.

Walter Gasparini, Director of Information Services for
the Region of Waterloo and President of MISA Ontario,
and Brian Van Kessel from Chartwell will speak at MISA
O n t a r i o ’s annual conference in Kingston on how technol-
ogy is assisting the Region to manage its water supply. n

Brian Van Kessel is with the Practice Leader Project
Management division in Toronto for Chartwell, an 
associate member of MISA Ontario. He can be reached
at bvankessel@chartwell-group.com
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This article is contributed by PeopleSoft.

Activity-based costing, once thought to be reserved
for manufacturing industries, has emerged as a
tool that can energize and improve any organi-

zation, including municipalities.
The basic needs of government organizations to

deliver and improve services to citizens are similar to
those of private-sector industries. Success is usually
measured against key strategic initiatives, which must
be communicated to different personnel, from Council
to front-line individuals responsible for delivering services
each day. To be successful, these services must be deliv-
e r e d b e t t e r, faster and more cost-effectively. What’s
needed is a system to help with business and policy
decisions, including cost, services delivered, perfor-
mance achieved, resource-allocation evaluations and
policy change assessments. 

Activity-based costing and management (ABC/M)
is such a system and can be used to improve services,
programs and policy. Let’s look at how this is accom-
plished, a step at a time, by answering the following
four questions.
• What are ABC, ABC/M and ABM?
• How can I make ABM a manageable process?
• How can I build excitement at the beginning and

keep it going?
• Once I have it in place, how do I build upon the

information and keep the continuing improvement
going?

What are ABC, ABC/M and ABM?
The first big piece of the puzzle is activity-based costing
(ABC). This is a tool that enriches or transforms tradi-
tional accounting balances into managerial information.
It uses departmental costs to mirror the activities of
r e s o u rces – people, machines and equipment – and
shows why resources are used.

In other words, what service, citizen or supplier are
these resources supporting (cost object) and how are
they supporting it (activity)? It calculates the rate that
activities use the resources. It also calculates the rate
at which the cost objects use the activities. You can

obtain a clear cost picture that crosses traditional
departmental lines to follow the costs of a complete
process or service.

At this point, you will just have more data. Someone
must take this data and use it effectively and often 
c r e a t i v e l y. Once a clear picture is obtained about what
people are doing and why they are doing it, you can
then take it to the next level.

What activities are people spending time on that 
do not add value to the process? Are the value-added
activities being accomplished in the most efficient
way? This is when ABC becomes activity-based costing
and management (ABC/M). An ABC/M model can 
provide the tool to improve process, control costs, 
and allocate resources. 

How is this accomplished? Financial information is
collected from the existing transaction-based systems.
Shown in Figure 1 as the general ledger, costs from t h e
transactions systems are mapped to resources. T h e s e
r e s o u rces can be departments or work groups, w h i c h
are groupings of individuals outside of the existing
departmental distinction. They can also be e q u i p-
ment or facilities. The resource values then are driven
to the activities they perform or support. 

How are they driven? This can vary with each type of
r e s o u rce. Cost drivers can be time, volume or whatever
has a causal relationship to the activities or cost objects. 

How does this differ from an allocation? A B C / M
uses the resource and activity drivers that reflect unique
consumption patterns and link cause and effect to the
cost-assignment process.

ABC/M does not allocate overhead costs; it traces
them to the end service or customer. Then a similar
process occurs to drive the activity costs to the end
result, service, customer or channel.

Figure 1
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In Figure 2 below, we have a department responsible
for answering calls from the population. These c a l l s
are then directed to the appropriate area for tracking
and response. The simplified call centre may be mapped
something like this:

Figure 2

The cost driver for the call centre resource could be
time spent on the activities. Nevertheless, in moving
the cost to answer a call into the other activities that it
will initiate, the driver could be based upon the num-
ber of calls, for example, or the individual time spent
on the calls. 

In analyzing the activities of litter removal, road
repairs and accident investigation, odds are that the
call centre would not be responsible for completing
these activities. Adding the cost of other departments’
involvement in the activity gives us the cross-depart-
mental view of the processes and a more operational
view of the costs, as shown in Figure 3 below.

Figure 3

The information for your cost drivers will most likely
require data held in a variety of sources. Collection of
this data can be intensely clerical, manual and time

consuming. The best-practice solution includes a data
warehouse capable of maintaining and retrieving
extensive amounts of data automatically from a variety 
of sources. A scalable warehouse can handle an
increasing number of data points. 

With an ABC/M system integrated with the data
warehouse and data acquisition tools, you have several
advantages. These include a single repository for report-
ing – one source of the truth. It includes an A B C / M
model that  is “alive” and easily updated with current
information. PeopleSoft offers an activity-based man-
agement application that incorporates the principles 
of ABC/M and a data warehouse to provide the “live”
ABC modeling that is repeatable, reconcilable to the
original data, and can scale to meet the growing and
changing environment.

How can I make ABM a manageable process?
It is important to realize that ABM is not an all-or- n o t h i n g
technique. It is a management tool. Reconciliation to the
ledgers adds confidence to the numbers, but it does not
have to balance in its entirety – indeed, it does not have
to balance at all. You will realize greater visibility as
well as  time savings by directing your efforts toward
the most pressing issues.  

Answering such questions as, “Are the activities that
are happening driving us toward the strategic initiatives
of Council?” or, “Which area receives the most com-
plaints or seems to have the biggest room for improve-
ment?,” will lead you to select processes or services
that can quickly generate cost savings or satisfaction
improvements.

Be aware that too much detail in your ABM model
d o e s n ’t mean that you are going to achieve savings.
On the contrary, it can simply bog down the model. In
our call centre example in Figure 3, the model could
have been created to specifically respond to a road
program's need to gain control over road safety and
escalating costs.

How can I build excitement and keep it going?
ABC/M is a part of change management. It is also an
enabler for continuous improvement and support, and
the rewards can be enormous. By implementing A B C / M ,
cost reductions of 30 to 50 per cent have been achieved.
There are three main success factors that contribute 
to this result: engaging management in the process,
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communicating results, and aligning these results with
strategic initiatives. 

In implementing an ABM solution, it’s useful to
remember these points. 

First, do not let it be seen as a project initiative. 
It is imperative to engage upper management support
and communicate the importance of this as a manage-
ment tool.

To accomplish this, ensure that your ABM solution
can accommodate two capabilities:
1) Your ABM solution needs to sit upon a flexible

data warehouse, as referred to previously. This is
so that the solution provides regularly updated
information to management. After all, you want
to be able to toot your own horn for the
improvements made with your ABM solution.

2 ) Second is the ability to roll the ABM model out
into all areas of the municipality. This also means
that your model should be able to accommodate
changes in services and customers (population)
with little or no maintenance.
How do you communicate these cost savings as

well as the goals that you want to accomplish? Many
o rganizations use a technique called balanced scorecard,
which ties the ABM results into the strategic measurement
system in place and shows whether you are succeeding
or failing. You can then drill back down through the A B M
model to understand why you’re succeeding or failing.
Both ABM and the strategic measurement system will
become stronger when they’re used together.

How do I keep the continuing improvement going?
Although organizations have been using ABM in a 
limited context to see how they performed in the past,
many reasons exist to use ABM for planning and fore-
casting purposes. 

Your strategic direction may include cost reduction
or efficiency targets, operational targets and forecasting.
You can formulate those kinds of things through a
t e c hn i q u e PeopleSoft calls activity-based planning and
simulation (ABPS). By beginning with your current
activity-based analyses and incorporating forecasts of
future services or activities, you can project how you
expect to conduct your activities in the future, as 

well as what resources will be needed to meet those
requirements.

Of course, you may need to use multiple iterations
of the information before reaching a final budget or
forecast, so the ability to accommodate unlimited
what-if scenarios is key.

ABPS takes the desired end result or expected volume
of road repairs, litter removal or accident investigations
and projects your activity and resource requirements. It
then takes the resource requirements back down to the
traditional departmental level. This helps improve
strategic objectives through planning and simulation.

Taking this to the next step, you may wish to couple
the resource requirements determined by ABPS with 
a workforce analytics solution. This will give you the
ability to ascertain which skills are needed to meet the
future projections. Using your existing workforce as a
starting point, you can then ascertain if you need to
train or retrain people, or obtain the needed skill sets.

Results!
Activity-based costing can energize and improve
municipalities and other governmental organizations –
in several ways. It can assist in the determination of
costs incurred during the entire process of delivering
services to citizens. 

Achieving a true cost picture for analyzing the cost
of services, supplier relationships and customers or cit-
izen relationships is nearly impossible without ABM as
a key cost tool. Achieving this cost picture is imperative
to determining the best use of initiatives or funding.

By focusing cost savings and process improvements
on key strategic initiatives, savings are quickly visible
and momentum is built for this management tool. Using
best practices incorporates a scalable and dynamic
warehouse, which not only serves as a single repository
for reporting but as the source of information for your
ABM model. It permits the direct linkage of ABM infor-
mation to the balanced scorecard or other strategic
measurement tool. n

PeopleSoft Canada Co. is an associate member of
M I S A Ontario. Further information is available at
w w w.peoplesoft.com, or by contacting Sales Manager
Daniel Jazvac at daniel_jazvac@peoplesoft.com.
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PARKING MANAGEMENT SOFTWA R E
FITS WELL WITH CITY OF LONDON
By Elizabeth Fleming

It was several years ago, with the multi-faceted chal-
lenges of Y2K looming, that the IT department in 
the City of London, Ontario, began to plan for the

decommissioning of its existing mainframe and for the
implementation of a fresh new information management
system. This system would include an efficient auto-
mated process for the management of parking fines,
payments, collections, queries and reports. 

Highly regarded for its IT management systems, the
City’s administrative team in charge of this project was
determined to maintain its well earned reputation.

“Planning for Y2K was a huge task – one that
required us to find, among other things, parking-ticket
management software that would coordinate with the
overall IT scheme we were implementing,” explains
Ian Mackay, systems administrator for London.

“The parking ticket software we'd been using had
been developed in-house and incorporated old legacy
tools that were out of date and wouldn't fit in with our
desired architectural design. We needed something
new – something powerful.”

Careful research turned up several vendors who
offered software that seemed promising, but it was a
St. Catharines-based organization, MCDTAG, that was
selected. The company had developed a parking-ticket
management system to handle ticket entry, permits,
payments and collection processing, queries and report-
ing, which other municipalities had incorporated into
their systems. (MCDTAG is now in place in 25 munici-
palities across Ontario.)

“Our goal was to find a company that not only had
a comprehensive understanding of Ontario provincial
legislation,” says Mackay, “but also produced software
that would interface seamlessly with the new platforms
that we were putting into place. We spoke with our
counterparts in several other municipalities who were
using the MCDTAG system, found that they gave posi-
tive reviews, and decided to give it a cautious try.” 

Implementing any new system is challenging – for
the IT administrators, the users and the software devel-
opers and installers. 

Mackay says: “We had users who had become
attached to our existing system, and they were reluctant
to try something different. That's always one of the
biggest hurdles when you make changes . . . getting
users to feel comfortable.”

Darlene McDonald, president of MCTAG, agrees.
"It's important that the principal users feel that they
have had the opportunity to offer their input during the
planning, implementation and customization stages,”
she says. “We feel that listening to the people who will
use our software, and making certain that we implement
their suggestions and meet their needs, are our most
important tasks. 

“Although every municipality has to deal with the
same provincial legislation, each has its own specific
management and reporting requirements. That's why
customization based on user input is so vital.”

The six members of the department that handled
parking tickets for the City of London worked closely
with the MCDTAG software development team to
make modifications to such integral elements of the
program as interfaces and report and screen layouts.

“IT people are very exacting – and even frustrating
– by nature," laughs Mackay. “We're picky about
details, and we're very, very demanding. Working on 
a day-to-day basis with the software developers was a
great way to make sure that we got exactly what we
needed, and it gave us a complete understanding of
how the software would work. It was during that ‘tire-
kicking, trying-things-out’ stage that our users really
came to understand and learn the new system.”

When the users and the IT team were confident
that the basic pieces were in place, the meticulous
process of data conversion from the old to the new
system began.

“There were approximately 250,000 ticket records
already in the database that had to be converted to the
new system,” Mackay explains. “And our auditors were
very particular about how that information came
through. A dollar in the old system had to be a dollar 
in the new system – without exception. It was a very
demanding procedure.”

2 5

MAY 2001MUNICIPAL Interface



MUNICIPALInterface

E F F I C I E N C Y-BOOSTING SOFTWA R E

The data conversion took approximately six weeks
and involved a number of dry test runs to make certain
that everything was in place. Exhaustive balancing reports
were produced until the auditors declared themselves
satisfied, and finally, the new system went live.

It was a resounding success. Even those who had
been most resistant to change were enthusiastic about
the powerful new system. Users now input their own
information directly – a huge improvement over the
old system involving data-entry processors. A n d ,
thanks to the electronic file transfer system, this real-
time updating feature ensured that tickets could be
canceled, paid, or moved to trial as the information
was entered. 

“London uses hand-held, ticket-issuing devices,”
Mackay says. “At the end of their shift, users simply
download the information into a data-collection device
that goes directly into the MCDTAG system. Ti c k e t
payment is handled through a point-of-sale system that
also downloads data into MCDTAG. It's very straight-

forward and efficient – and it means that our records
are always up to date.”

A software system may be powerful, but it is only
as effective as its ability to flex and adjust to meet
changing demands and regulations. Provincial legisla-
tion, which controls the ways in which municipalities
handle their parking-ticket systems, can change at any
time. Staying up to date is a key consideration for
municipal administrators.

“It's critical that we stay on top of changes in
provincial legislation, so it was important that our
parking-ticket management software system be easily
updated and that technical support be available as
changes occur,” continues Mackay.

Darlene McDonald says: “We work closely with
the provincial government to enable us to make the
changes to our software that will keep it current. It's a
constant monitoring and adjustment process. Our job
is to keep a close eye on governmental changes and
work in partnership with our clients to ensure that they
stay compliant with provincial regulations. We want to
make certain that our clients are never caught by surprise
when legislative changes occur.”

What lies ahead for the City of London, for IT
administrators, for parking-ticket management systems
and for MCDTAG and companies like it?

McDonald says her company will shortly be offering
municipalities a series of e-gov strategies that will make
possible a wide range of online services, including the
payment of parking tickets and the purchase of parking
permits any time.

“In addition to our parking-ticket management
products, we already have a software system available
that handles the issuing and renewal of on-and-off-
street parking permits. We believe that it's just a matter
of time before our customer will be using our products
to provide online services over the Web.”

Ian Mackay agrees that Web-based services seem to
be the way of the future. 

“Like many municipalities, we’re looking for ways
to use the Internet to increase and improve customer
service,” he says. “If Internet services will make things
easier for people, we'll be interested.” n

Elizabeth Fleming is a freelance journalist. This article
was commissioned for Municipal Interface by 
M C D TAG Inc., an associate member of MISA O n t a r i o .
For more information, visit www.mcdtag.com
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By Sue Dumouchelle
Analyst Programmer, Technology Services 
and Marisa Dean
Personal Computer Analyst, Technology Services
City of Wi n d s o r

With a population of 202,000, Windsor is
Canada's southernmost city.  It employs 2,500
staff members, located in 12 departments

reporting to the Chief Administrative Officer. Te c h n o l o g y
Services is a division of Corporate Services
and supports approximately 60 locations,
1,200 desktops and 120 applications.

With the increasing number of customers
served by the Help Desk, it was apparent that
we needed a help-desk application to track
and resolve calls. Investigating the packages
available, however, we discovered that we
only needed a small percentage of the func-
tionality offered. Unable to justify the cost
involved, we decided to build our own appli-
cation to run on our intranet.  

This application has already begun to pay
for itself, given the increase in customer service as well
as the productivity improvements that resulted from using
the application. We can now ensure that high-priority
calls are handled appropriately, as well as preventing
lower priority calls to fall between the cracks.  

The City of Windsor has recently adopted a thin
client three-tier architecture philosophy for implementing
new in-house applications. The front end, or first tier,
of this application is being designed using Web tools
( H T M L , Microsoft A S P and JavaScript). The data will be
stored on a server in an SQL database, which makes up
the back end, or third tier. The middle tier is being
written in Visual Basic, using as many reusable mod-
ules (COM components) as possible.  

This architecture permits the help-desk application to
be accessed from our intranet, so it is therefore accessible
by all of our customers, both internal and external (such
as lawyers). In a future phase, we hope to make this
application accessible via the Internet as well.

The help-desk software allows Help Desk staff or cus-
t o m e r s to quickly log the call, gather information about
the call, and attempt to resolve the call over the phone. 

With one click of the mouse, a new call form comes
up. A s e a rch by user ID retrieves the pertinent user infor-
mation (for example, department, location, phone num-
bers, type of computer and OS). If the call can be resolved
over the phone, there is allowance for the resolution to
be entered, which will close the call. These resolutions
will form an invaluable knowledge base that is fully

s e a rchable by anyone with access to it.  
Once the call is logged, the customer auto-
matically receives an e-mail with a ticket
number for reference. The customer also
receives an e-mail when the call is closed. 
Calls not resolved are assigned to a tech-
nician. The software permits entry of the
complete history of this call, including a
date-time stamp. All correspondence with
the customer is automatically included in
the call history. The calls are also assigned a
priority, which is based on the impact of
the problem on the customer. The priority

levels dictate call escalation.
Technical support staff can quickly and easily review

a call, add to call history, change the status of the call,
and close the call when it is resolved. As resolutions are
stored and the knowledge base grows, users will be able
to search for possible solutions to their own technical
problems before involving the Help Desk. This will also
permit trends to be forecast, which in turn makes the
Help Desk less reactive and more proactive.

The knowledge base also provides customers with a
self-service feature that, over time, we expect will reduce
the number of calls to the Help Desk.  

As the staff become more familiar with working
remotely and resolve more first calls, we are already 
seeing a decrease in the number of actual visits to the
desktop. The result? Increased customer service! n

For more information, please contact the authors 
at sdumouchelle@city.windsor.on.ca or mdean@city.
w i n d s o r. o n . c a .

INTRANET HELP-DESK APPLICATION
IMPROVES SERVICE IN WINDSOR
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By Rick Fenemore
Cartegraph Systems Inc.

Of the many challenges faced by public works
officials today, perhaps the biggest is the
responsibility for maintaining our public

assets. At a time when public works departments are
being asked to do more with less, it’s important to
maximize results and minimize the investment necessary
to maintain the value of municipal assets. 

The best way to do this is simple: as soon as road-
ways, signs, water systems or sewers are constructed,
maintenance programs should be created to sustain them
and money should be put aside to fund the expected
maintenance. In the long run, this is the most cost-
effective way to care for public infrastructure.

For public works departments, implementing tech-
nology-based asset management is one of the best ways
to maximize results. Technology-based asset manage-
ment integrates automated asset management with work
management and GIS. Today’s systems are surprisingly
affordable and blend functionality with ease of use. 

Traditional Approaches to Asset Management
Asset management has traditionally consisted of two

basic steps: collecting data and interpreting it. The col-
lected data is stored on index cards, on paper, in note-
books, in binders, on maps, in plan drawers and in file
cabinets. Very often, the collected data is stored only
in the mind of the collector.

Based upon the interpretation of this data, decisions
are made as to what assets need maintenance, repair
or replacement. Needless to say, paper systems (and
mental ones) are haphazard at best. Better tools for
managing assets exist.

Technology-based Approaches to Asset Management
A technology-based asset management system deliv-

e r s a proactive approach to managing assets. It fuses
three components into one computerized system: auto-
mated asset management, work management and GIS. 
• Asset management: through automation, detailed

asset data is stored electronically and is easily
accessible. 

• Work management: Computerized work management
is introduced to track citizen requests and the labor
invested on the assets’ management. 

• GIS: Through a GIS, this data can be graphically
displayed on a map. 
With thousands of cities, counties, DOTs, private

engineering firms and a large number of international
entities, using technology-based systems as well as
technology-based asset management has become an
integral part of the management process.

Asset Management Maturity Model
Each public works department has its own style for
doing business. Nevertheless, some consistencies exist.
There are five fundamental approaches to asset man-
agement. As a department “matures” through the levels
of asset management, increased effectiveness results at
various levels.

Level One – Traditional Repair/Replace Approach
In this approach, an asset is built, repaired or replaced
when it finally fails. For a variety of reasons, routine
maintenance simply isn’t conducted. Often, records
either don’t exist or exist in a haphazard manner, at
best in handwritten form. 

Although it takes less hands-on management,
this is the most costly approach. Statistics show that
it is far more costly to repair and replace assets than
maintain them. Litigation presents a threat because of
minimal evidence of care for assets. Often, even the
best public works departments have isolated pockets
of assets that are approached in this manner.

Level Two – Traditional Managed Approach 
This approach calls for scheduled, consistent attention
given to infrastructure and a proactive philosophy, which
calls for routine preventive maintenance. Assets are
fixed before they break, ensuring minimal failures. 

Better maintenance records are kept, with some
departments employing very sophisticated paper systems.
Although records still get lost on occasion, this is a
superior approach to repair/replace for these reasons: 
it is significantly less costly, it provides the most satis-
faction to citizens, and it greatly reduces liability.

ASSET MANAGEMENT SOFTWARE
HELPS PREVENT LOSSES AND LAW S U I T S

E F F I C I E N C Y-BOOSTING SOFTWA R E

MAY 2001





Level Three – Technology-Based Approach
Adding technology optimizes every dollar and minute
available to public works departments, while providing
many additional benefits. It provides the accurate
information vital to maximizing the effectiveness of
departments. 

All asset-related information is stored in an easily
accessible database. Information is no longer lost.
Litigation is easily prepared for because of the secure,
organized information that becomes available t h r o u g h
the database. Added information also allows for
improved communication with constituents.

Level Four – Technology-Based, Work-Integrated
This approach is used by public works departments
that want to improve their technological approach by
including the management of labor, materials and
equipment. Work requests and work orders are processed
through an auto-
mated system. A t
this level, better
governance exists
over a depart-
ment’s two most
important resources: time and materials. 

Level Five – Technology-Based, GIS-Integrated
This is the best system available today. Computerized
mapping allows for quick, easy and accurate analysis
of public works events. Departmental decision-making
can occur at the most informed level. Links exist
between map coordinates and the related asset infor-
mation. GIS helps to elevate the value placed on public
works departments because computerized maps serve
as the communication device between the departments
and the constituents they serve.

Why Use Technology-Based Asset Management?
Technology-based asset management consistently pro-
duces better results than traditional paper-based asset
management systems. There are six major areas in which
superior results are common: 

Money: Departments can save significant amounts
of money in materials and labor through automation.
Efficiency increases as a result of the accuracy and
depth of the tracked information. By being able to
convey precise information, government leaders are
also more apt to allocate funding for projects.

Ti m e : Use of time can be optimized by avoiding
inefficient maintenance approaches. The system provides
precise information – no guesswork is needed in deter-
mining how much time activities will take. Bar coding
assets is an option, permitting a worker to simply
scan the code on an asset to instantly display its related
information. Also, labor tracking permits departments to
know exactly how much time was spent on each activity. 

Liability: Accurate records and digitized photos
provide tremendous defence in lawsuits, while index
cards in the courtroom leave a poor impression. Some
insurance companies provide discounts if an automated
system is in place.

S a f e t y : Scheduled maintenance activities can assist
in providing significantly safer communities than if
assets are randomly maintained. Te c h n o l o g y - b a s e d
systems make this easy. Reports can be generated that
document when work activities should occur, ensuring

no forgotten
maintenance.
Better informa-
t i o n : T h r o u g h
use of a computer
system, all infor-

mation is conveniently stored neatly and securely in
one place. It also eliminates the potential for losing
cards, papers and files that contain vital i n f o r m a t i o n .
In addition to the inventory data, digitized photos 
and video clips can be linked to asset records. GPS 
co-ordinates and distance calculations can also be
determined. Quality software programs out-perform
simple spreadsheets. Asset management software offers
hundreds of advanced features that generic spreadsheets
cannot. Data corruption is also a common problem
with spreadsheets. 

GIS maximization: A computerized map isn’t much
good without computerized data. The data from assets
and work activities provides an information source for a
GIS to offer a complete solution. With software available
as separate applications, a GIS can be built slowly,
simply and affordably over time rather than in one big
chunk. The best GIS systems now cost only a few thou-
sand dollars. They are simple enough that they can b e
customized in-house, rather than through consultants.
Implementation
Attempting to change the way things have always been
done is often the most difficult part of any process
transformation. People simply balk at change. Switching

MUNICIPAL Interface

Asset-management software eliminates
the potential for losing cards, papers and files
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to a technology-based system doesn’t have to be painful,
h o w e v e r. In fact, only six questions need to be answered
to get started. 

Who collects the data? Implementing a new system
means adjusting to change. Part of that adjustment is
making sure that the new information gets collected in
the first place. Field workers are best suited to collect
data on assets. A consultant could also collect data 
(or for that matter, run the entire system). Many times,
electronic databases already in existence can be 
converted to the new system recollecting the data.

Who enters the data into the computer system?
Getting the information into the system is crucial and
is often a major point of failure in implementing a
technology-based system. Laptop computers used in
the field combine collection and entry into one step.
Simplified collection field forms can be created that
are used in the field to record only the asset information
needed. This data is entered into the system upon
return to the office.

Who manipulates the data? While anyone can benefit
from the generated reports, it is best to have only one
or two people using the system. This ensures efficiency,
c o n s i s t e n c y, expertise, data integrity and a minimal
level of the frustration associated with learning a new
t e c h n o l o g y. The department leader and the person who
enters the data are probably the two best people to
navigate the system.

How is decision-making improved as a result of the
new available data? Easily accessible information is
now abundant. Public works decision makers can run
reports that show the assets in need of repair, work
activities that consumed the highest labour expenses,
or the maintenance history and inspection records for
an asset involved in litigation. 

GIS integration creates a graphic picture of public
works events. Ta rgeting the specific decisions for which
more information is needed makes it much more likely
that the system will be used properly, effectively and
profitably.

What are the costs? Most public works departments
have computers capable of handling the system. The
specific software modules can vary in price, but a
solid software program costs about $3000 to $5000 for
each module (those that typically cost less can’t pro-
vide the combination of functionality and ease of use
necessary to execute an organization’s objectives). 

Start small and grow. Purchase the necessary asset
management modules department by department. Once
that system is running, connect it to the GIS. A G I S
without data is like a TV without network programming.
The asset modules provide the programming for a GIS.
The total cost for a complete technology-based asset
management solution, one that integrates automated
asset management, work management and GIS, is 
surprisingly affordable. 

How can a public works organization persuade its
people to embrace change? Staff must be told directly
that this is a change from the way business has always
been done and that it will take adjustment. Under-
standing the benefits of a new system makes it easier to
adjust. Those who perform the work are most interested
in benefits related to time savings and superior infor-
mation. Public works organizations are often more
interested in liability issues and saving money. Citizens
are concerned with functionality of assets and safety. A
technology-based system meets these various needs,
and leaders can assist people to recognize the value 
in changing.

The Bottom Line
Our infrastructure isn’t getting any younger. In the next
several years, as assets continue to grow older, man-
agement must become as prominent as arc h i t e c t u r e ,
engineering and construction. In the meantime, it’s not
very likely that public works officials will be asked to
do less with more any time soon. 

Public works organizations will continue to be
stretched to use every tool available to meet the needs
of the public. Technology-based asset management is
one such important tool. By integrating automated
asset management with work management and GIS,
public works officials will save time and money, limit
liability, increase safety, and be able to communicate
more information on the condition of infrastructure
than ever before. Technology-based asset management
is clearly the future of public works. n

Rick Fenemore is the Ontario territory manager for
Cartegraph Systems Inc. and can be reached at 
rickfenemore@cartegraph.com. Cartegraph Systems, 
a member of MISA Ontario, develops solutions 
dedicated to the collection, management and 
analysis of asset data. Web: www.cartegraph.com
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This article is contributed by ESRI Canada.

The concept of a unified city with a population
approaching one million, above-average technical
knowledge and growth averaging 25,000 people

a year all contributed to the City of Calgary taking a
second look at the value of GIS to increase efficiencies
in making business decisions. 

“The objective was to use GIS technology to make
better decisions around spatial and business-related
data so that senior managers or others in the corporation
could use it as an effective tool to make decisions on
funding, strategies, everything,” says Bob Eason, a man-
a g e r with Calgary’s GIS Centre of Excellence (GISCOE).

Having used automated mapping and GIS technolo-
gies since 1978, the City revitalized its GIS initiatives
with the acquisition of ESRI technology in 1999. Since
then, a number of activities within GISCOE facilitated
the growth and expansion of GIS technology.

“For the past two years, we have been focusing on
an enterprise implementation strategy rather than just
dropping vertical GIS applications into separate depart-
m e n t s,” says Audrey Stamm, a GIS business specialist
with the City.

“Our goal is to establish a sound framework for GIS
development. This framework, consisting of flexible
GIS tools, modern data-management practices and
proven development methods, is now assisting the
businesses in discovering the potential of spatial data
for delivering real business solutions.

“Along the way, GISCOE had to re-establish the
credibility of GIS in the corporation. In the past, Calgary
had struggled with GIS without delivering any significant
results. When we first began this initiative, people were
very leery of yet another GIS tool coming to them.
Therefore, the challenge for the GIS office was to prove
that the tools could provide a benefit and an information
system that they could utilize,” Stamm says.

Eason adds, “To gain credibility, we did a whole
series of small quick-hit projects and pilot applica-
tions. We went in and took subsets of the data, mod-
elled it, and put it into tools like A rc View to show
exactly the potential of GIS.”

The quick-hit applications developed were based on 
a strategy that:
• Built upon the out-of-the-box GIS functionality 

of ArcView; 
• Used replicated City data as soon as it was available; 
• Supported a wide corporate interest based on 

the survey;
• Had reusable functions for other similar tacks; and 
• Had a short development time.

The applications developed using this strategy
demonstrated that GIS could and should be considered
as part of Calgary’s business strategies.

“This is an ongoing process – some businesses have
bought into it and are supportive, other areas are just
getting started,” says Eason. “We still have a lot to do.” 

The success of the quick-hit applications triggered a
move forward with the Web application, which used
the same rapid application development methodology.
In conjunction with elected officials, GISCOE is carrying
out an A rcIMS research project called the Executive
Information System. This Web application was developed
to deliver spatial data and spatial services to elected
officials on their desktops in a Web environment. 

“We had made a commitment early on to provide
e l e c t e d
o f f i c i a l s
with infor-
mation and
GIS func-

tionality on their desktops,” Stamm explains. “We
wanted them to be aware of the wealth of information
available and to understand some of the challenges as
well as opportunities.”

The Executive Information System permits the elected
officials, their staff and top City managers to searc h
and view a number of themes of information, examine
the relationships, and generate standard maps and letters
with the push of a button. 

Staff have access to up-to-date data and perform
routine spatial services from their desktops. Using the
maps, they are able to define City areas to automate
the creation of standard products such as mailing
labels, envelopes and form letters. As well, the Web
application provides elected officials and assistants
access to the data and services after regular working
hours. Additional benefits include a reduction of paper
maps produced by the Cartographic staff in GISCOE. 

In addition, the City is using the Executive Information

CALGARY OFFICIALS DISCOVER GIS
POLITICIANS NOW USING EXECUTIVE INFORMATION SYSTEM

“Everyone now wants to get going with GIS . . . a pleasant surprise.”

MAY 2001



MUNICIPALInterface

System to test and gain experience in the use of
ArcIMS tools. 

“ArcIMS has been an effective and stable product,”
says Stamm. “Our biggest challenges have come from
learning the tool’s capabilities and the fact that there is
limited expertise available. 

“As soon as we demonstrated the first prototype, we
knew we were on the right track. The positive feedback
was overwhelming, and some of the problems plaguing
us were much easier to overcome. Everyone now wants
to get going with GIS. They are supportive, they are posi-
tive, they want to go – that has been a pleasant surprise.”

The City of Calgary was able to make data available
in the ESRI environment faster than they anticipated.
That in turn, has enhanced the end users’ ability to
gain access to information in a timely fashion. 

“We are very pleased with the out-of-the-box func-
tionality, and that goes for pretty well all the tools we
are working with,” concludes Eason.

The Executive Information System is serving as a
model of the potential to deliver Web-based GIS to
other City staff as well as the public. It will also enable

quicker response times to public inquiries and assist in
decision-making. Future activities of the Calgary GIS
Centre of Excellence will continue to integrate GIS
technology with corporate business initiatives.

The bottom line?
The City of Calgary’s Executive Information System

initiative is giving elected officials and staff access to
up-to-date data, enabling quicker response time to
public inquiries. 

A rcIMS is the centrepiece of the Web application,
permitting users to integrate local data sources with
Internet data sources for display, query and analysis in
an easy-to-use Web browser. The City of Calgary’s sec-
ond look at the value that GIS provides to increasing
efficiencies in making business decisions is paying 
dividends already. n

More information is available at www. g o v. c a l g a r y. a b . c a
or from Heather Adams, communications specialist
with ESRI Canada, hadams@esricanada.com. ESRI
Canada is an associate member of MISA O n t a r i o .
Web:  www.esricanada.com
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By Paul de Groot

Edward Hung’s city is under water at times during
the year. Or at least it would be, if the drainage
pumps operated by the City of Richmond, on

C a n a d a ’s west coast, weren’t constantly pumping water
into the broad Fraser River, which surrounds the island
city on three sides. On the fourth side, the salt waters of
Georgia Strait lap the city shores. This city of 160,000
people has an average elevation of only one metre
(three feet) above sea level.

O b v i o u s l y, careful planning is essential. A leaky main
or burst pipes spell trouble in a city where water can’t
drain downhill. Entire neighborhoods could be flooded
if drainage systems are unable to meet the demands of
new development, or a heavy downpour.

But where should new pumps be located? Which
are most vulnerable to breakdown? How much impact
does a new shopping centre, office building or residential
development have on drainage or water usage? When
Richmond planners went to answer those questions,
they discovered that they had millions of lines of data,
but very little useful intelligence. 

Data into Intelligence
All that data comes from one of North A m e r i c a ’s larg e s t
supervisory control and data acquisition (SCADA) systems.
Radio transmitters at 180 pumps, plus temperature
sensors and river level monitors, send status reports to
a receiver on the top of a high hotel, which feeds it to
a control room, where alarm conditions such as failed
pumps or power outages can be identified. Each week,
the system collects more than 2 million records, which
are stored in a proprietary database on a PC server
running a real-time operating system.

To gain intelligence about this data, Richmond
turned to WebFOCUS from Information Builders.
WebFOCUS had two outstanding features that attracted
Richmond: first, it was capable of tapping into the 
proprietary database in which the data was stored and,
unlike this database, WebFOCUS had powerful reporting
and analysis capabilities. Second, WebFOCUS’s ability
to put reports on the Web means that the City can put
that intelligence in the hands of anyone in the City,
including users of wireless devices. To d a y, Public
Works crews in the field or engineers in planning
meetings can pull down useful intelligence about the
City’s infrastructure on wireless PDAs.

T h a t ’s a far cry from Richmond’s earliest alert systems.
In those days, a siren would sound and a red light
would flash until someone – usually a nearby resident
– would call and report the alarm. The SCADA system
and wireless network improved the quality and timeliness
of alerts by sending data about pump activity to a central
dispatch station, but City planners still had no way to
analyze most of the data the system collected.

The new system permits any City official with access
to the Web site created with WebFOCUS to view recent
alerts, such as pumps experiencing mechanical failures,
sanitary sewage tanks getting too full, or City streets
approaching freezing temperatures. They also have
access to trend information, such as how hard each
pump is working, how often it has failed in the past,
and how its load or activity changes after a frequent
West Coast downpour drenches the city, or after a new
parking lot is paved in its area.

Asked how Richmond assembled this information
in the past, Hung, manager of the City’s A d v a n c e d
R e s e a rch and Technologies team, replies, “We couldn’t . ”
(Continued on page 37)
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C I T Y OF RICHMOND
KEEPS WATCH ON
INFRASTRUCTURE
USING WEB AND
WIRELESS DEVICES
Edward Hung, manager of advanced research and 
technologies for the City of Richmond (right), consults 
with Mayor Greg Halsey-Brandt 
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SUPPORTING THE TEAM: IN TORONTO
THE OPERATING STAFF GET CREDIT
By Michael Franey
Acting Director, Computer Operations &
Telecommunications, City of Toronto

Public and private sector IT or IS business areas
have one thing in common – a large percentage
of our work comes from projects with corporate

scopes and aggressive deliverables and timelines. These
projects have a starting date, an end date (we hope!)
and are led by a group of people working together
toward a common goal – in other words, a team.

We have been conditioned to believe that teams
are an important and integral part of the IT world and
that they must be composed of dedicated resourc e s
and supported by the organization they serve. Where
this concept runs into some difficulty, however, is
when project timelines rely solely on operational
staff to meet project goals. This is a dilemma that we
all face, time and time again. 

Three years into amalgamation, the City of Toronto
can now reflect on what we’ve accomplished during
this time and how we’ve accomplished it. We know
that many of our achievements thus far are due to the
d e d ication and commitment of our staff. In fact, they
are the cornerstones of every IT success the City has
achieved. Although they are not the most visible
group, operational units play a critical role. Often
overlooked and overworked, they support the project
team every step of the way.

Even though operations units may not have kick-off
meetings or logos branding them among the best, they
work as a team to maintain the organization day in
and day out. On top of their daily responsibilities, 
they also absorb project pressures and their associated
expectations, which usually involves working late
nights and weekends. 

The City of Toronto has had to live through this
pressure-cooker environment more than once. It is
now just recovering from consolidating seven former
organizational technology environments due to amal-
gamation, coupled with the Y2K project, followed by
the electronic service delivery project. The City has
had some tremendous pressures put upon its I&T orga-
nization, and demand for I&T services does not end
there. Each department is being asked to look for areas

of improvement in delivering its services to taxpayers
in a more cost-effective manner. Technology solutions
are often part of the plan.

The City of Toronto is also a very large and complex
organization. Clients need service 7x24, which means
that scheduled outages can only take place on off-hours
or weekends. This all needs to be done by day-to-day
operational staff, with no additional resources. At the
same time, staff is being involved in other projects –
not to mention that, over the last four years, the I&T
division has seen a decrease in its staffing levels by 
22 per cent. 

As Joan Moyer, manager in Telecommunication &
Network Services, says, “We are already operating at
maximum capabilities and, when we have to support
any project regardless of its scope or timelines, we
then get stretched beyond our capabilities.”

This kind of constant overload leads to tired, stressed
and demoralized staff. They have insufficient time to
properly plan their work and assure its quality. Their
health is affected because they lack sleep, work in a
stressed environment, and feel no sense of control over
what lies ahead of them. 

One way that the City is handling this scenario is to
stipulate that any new project budget submission must
have a built-in fund for backfill resources. This means
that, when staff is asked to participate on projects, their
daily responsibilities can be back-filled by contracted
services. In addition, staff has the opportunity to have
an internal secondment for developmental opportunities,
and their training is also funded by the project. To r o n t o
has also opted to limit any new initiatives without 
adequate backfill funding until they have a plan deter-
mining what can be adequately delivered without
overloading its current staff complement.

And there is another wrinkle to consider: for those
staff who remain within their operational role, there is
sometimes the sense that their work is not as important
or glamorous as the project work, which always has
s e n i o r-management support and is usually written 
up in all the trade publications as its organizational
success story.

“Our staff works hard at juggling sometimes con-
flicting priorities,” says John Gould, manager of 
platform support, “but they always manage to achieve
the impossible.”



3 7

MUNICIPAL Interface MAY 2001

(Continued from page 35)
“ We realized that we have a great system for moni-

t o r i n g and control, but it was weak on the reporting
side. Something as simple as finding out how many
alarms came in last night would take a day.”

The Wireless Connection
The WebFOCUS system quickly demonstrated that it
could make sense of the data that the City collected.
But Information Builders went well beyond the original
scope of the project in advising City planners to make
smart decisions about the future. Fred Lee, Information
Builders’ technical manager in nearby Vancouver, first
raised the possibility of linking the data to handheld
devices, such as Palm Pilots, so that managers could
take the data with them or consult it over wireless 
networks. That, in turn, led to a vision in which any
City official or Public Works service crew would have
comprehensive data about the City’s public works 
system, whether they were sitting in Council chambers
during a budget meeting or in a truck responding to 
a midnight alert in the dead of winter.

Considering the dramatic increase in the quality and
availability of information it delivered, the WebFOCUS
system was relatively inexpensive. The new database
reporting system required only six weeks of develop-
ment, in the spring of 2000. The Web site has been in
production since the fall of 2000, and wireless capa-
bilities were offered in early 2001. Wireless PDAs get
the data off the Web site by using Avantgo, a service
that converts Web data into simple forms that can be
easily displayed on the small screens of PDAs.

Although Hung’s team now has a solid handle on the
original problem, the WebFOCUS solution has opened
the City’s eyes to the potential of a system that can

deliver detailed information on all public facilities,
using open networks and Web standards.

Dave Semple, Richmond’s director of parks, talks
about the complexities of managing remote sprinkler
systems or tennis court lighting in parks in a city that is
famous for its West Coast rainfalls. Automatic lighting
and sprinkler systems may go on even in the middle of
a downpour – and the downpour can be over by the
time a Parks staffer gets to the scene to turn them off.

Richmond, which has won national and interna-
tional awards for its beautiful boulevards, parks and
neighborhoods, wants to combine an intelligent data-
base with an inventory of trees on City property. The
City plans to implement this with WebFOCUS.

Built for the Future
The WebFOCUS system lends itself to future develop-
ment because of its adherence to open standards and
use of widely available hardware. Because the data 
is available on the Web, and the only client software
required is a Web browser – available today for many
devices, including PCs and PDAs  – City departments
have many choices in how they can gain access to 
the data. They can choose desktop or PDA, wireless 
or wired. 

“That’s a line that goes over really well with our
staff: you can pick whatever device you want to use,”
says Hung. “People love to have a choice.” n

Paul de Groot is a freelance technology writer. 
He can be reached at pdegroot@edmc.net. This 
article was commissioned for Municipal Interface by
Information Builders (Canada) Inc., an associate member
of MISA Ontario. Web: www.ibi.com. Edward Hung
can be reached at ehung@city.richmond.bc.ca

Expectations are high: there is no celebration party
when the e-mail system runs smoothly 360 days a
y e a r, but people will complain for months about when
it was down for an hour for maintenance.

We now realize that we must spend more time and
effort on appreciating our operational staff, showing
pride and support for what they achieve on a daily
basis. As a first step, we are working to change this
culture within our own I&T area, by offering develop-

mental opportunities and training, as well as providing
contracted services as back-up support. 

Most importantly, we are now recognizing staff as 
a valuable and essential part of the organization.
Aggressive timelines and projects with conflicting
operational goals will not go away, but perhaps what
can emerge is an appreciation for those operational
staff people who support the project team every step 
of the way.

RICHMOND DATA ACCESSIBLE ANYWHERE
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Early in May, security consultant Colin McDonald of
E WA Canada provided an overview on information
security to a joint meeting of the MISA O n t a r i o

Executive and IT@GTA (IT leaders from municipalities
in the Greater Toronto Area).

Colin was formerly responsible for information
security for the Government of Manitoba, where he
established the first-ever information-protection centre
in any Canadian government.

An information-protection centre represents a tran-
sition from a passive approach to information security
to one in which an organization is actively and contin-
uously assessing its vulnerability and taking steps to
close any loopholes that it detects.

A number of good Internet sites describe the role of
an information-protection centre, including www.secu-
rityfocus.com/ih/ipc/home.htm and www.securityfocus.
com/ih/ipc/companion.html. EWA Canada's site is
www.ewa-canada.com.

Most municipalities are still at the relatively passive
stage in relation to information security. Only a few
have conducted formal security audits. Some have

invested in intrusion detection software (IDS) that can
detect when someone is scanning their network to look
for vulnerabilities. But, by itself, an IDS does little more
than produce logs indicating that the vandals are at the
gate. This provides limited value unless someone is active-
l y analyzing the logs and taking appropriate action.

As pointed out dramatically in Colin's presentation,
there is an active and well-organized hacker community,
targeting government as well as commercial sites. He
provided several graphic examples of government Web
sites, including those of municipalities, that had been
defaced, often with messages along the lines of, "Your
security sucks."

If online vandals can get this far, then we should
also be concerned about information on our internal
networks being modified or destroyed, or confidential
information being accessed and used.

There is a larger issue as well. The drive to e-govern-
m e n t is premised on seamless provision of services,
applications and data across departments or even across
different levels of government. In addition, municipal
employees are using provincial applications, connected
to the provincial network, using computers that are
also part of municipal networks.

In these situations, there is a risk that the weakest
link may open a vulnerability that can be used to
exploit all networks in the chain. Because of this, it
will be increasingly common for organizations to insist
that, before another organization can be inter- c o n n e c t e d
to its network, that organization must have conducted
its own security audit and be prepared to disclose 
its results.

In summary, the feeling of those present was that
we are all in this together. We need to do a better job
of sharing policies, procedures, best practices and
RFPs, including posting these on the MISA Web site.
Municipalities are also looking for more leadership
from the provinces on this issue. At the very least the
provinces can share expertise and best practices. After
all, we are their business partners and we don't want
to be their weakest link, as we come together to deliver
seamless e-government services. n

wisemanr@region.peel.on.ca

SECURITY ISSUES

‘YOUR SECURITY SUCKS’
By Roy Wi s e m a n
D i r e c t o r, Information Technology Services
Regional Municipality of Peel

AD V E R T I S E R S IN D E X
PAGE

1

Eastern Independent Te l e c o m 2 9
ESRI Canada 2 3
Information Builders 1 4
M C D TA G 3 4
Microsoft Canada 3 2
Ontario Showcase 2
Oracle Canada 2 0
Orion Te c h n o l o g y 6
Packet Works Inc. 1 7
Te r a n e t 11
Toshiba Canada 4 0
triOS Training Centres 2 6
W P Conversions 1 2



MUNICIPALInterface MAY 2001

3 9

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

Municipal Interface subscriber (additional copies for existing 
m e m b e r s ) $ 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 O n t a r i o
Suite 910, 2680 Skymark Av e n u e
Mississauga, ON  L4W 5L6
Phone:  905-602-4564  Fax:  905-602-4295

M E M B E R S H I P 2000/2001 EXECUTIVE (ONTA R I O )
PRESIDENT  Walter Gasparini, Waterloo Region
519-575-4570 (fax 575-4562) gwalter@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

TREASURER  David Laneville, City of Ti m m i n s
705-360-1375 (fax 360-1391) davidl@city. t i m m i 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 REPRESENTAT I V E S
Mark Lehmann, RAM Computer Group
905-760-3109 (fax 760-7970) mark.lehmann@ramcomputerg r o u p . c o m
Ruth Gastle, Microsoft Canada
905-568-0434 (fax 568-0154) ruthgast@microsoft.com

REGIONAL DIRECTORS
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

WESTERN  Fred Snelling, City of Stoney Creek

905-643-1261 (fax 643-6161) snelling@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.net

M I S A BC PRESIDENT  Frank Mayhood, City of Kamloops

250-828-3441 (fax 828-3578) fmayhood@city. k a m l o o p s . 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 ATION & FINANCE  David Laneville, Ti m m i n s

705-360-1375 (fax 360-1391) davidl@city. t i m m i n s . o n . c a

C O M M U N I C ATIONS  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

MEMBER SERVICES  Roy Wiseman, Region of Peel

905-791-7800  (fax 791-4195) wisemanr@region.peel.on.ca

PROGRAM  Walter Gasparini, Waterloo Region

519-575-4570 (fax 575-4562) gwalter@region.waterloo.on.ca

2001 MISA CONFERENCE  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

G E N E R A L C O U N S E L

Lou Milrad 905-737-1385 (fax 508-4482)




