
By Debbie Barrett

Director, Information Technology

City of Mississauga, Ontario

M
unicipal technology professionals from across

Canada have agreed to form a national

Municipal CIO Council – a key step in the

effort to gain a national presence.

In another major move, municipalities have

achieved a second seat on the influential Public

Sector CIO Council (PSCIOC), established in 1998 by

the chief information officers for Canada, the provinces

and territories. In 1999, MISA was invited to join the

Council, and I have been serving as the first munici-

pal representative.

The new Municipal CIO Council – which will

complement the work of both the PSCIOC and MISA

– will address such key issues as electronic service

d e l i v e r y, sharing information on best practices, and

providing a sounding board for municipal representa-

tives on the PSCIOC.

Long a dream of MISA BC and MISA Ontario, the

concept of a national municipal council was endorsed

by representatives of 18 cities at Lac Carling V, held in

May in Saint Sauveur, Québec. Louis Shallal from the

City of Hamilton, Greg Geddes from the City of Ottawa,

Walter Gasparini representing MISA Ontario and

Frank Mayhood from MISA BC committed to develop

terms of reference for consideration at the first meeting

of the new Council, to be held by teleconference on

Monday, September 10, 2001. 

Winnipeg’s Peter Bennett spoke for his colleagues

when he said that municipalities are major players. 

“We are perceived by the public as the front door

to government in Canada,” he said. “It’s important

that we work together to take advantage of our exper-

tise and investment in technology and ensure that our

message is heard.”  

I am honoured to continue for another term as a

municipal representative on the PSCIOC. I’m also

pleased with the decision to appoint a second repre-

sentative. This addition will further enhance munici-

palities’ ability to contribute to the work of the

Council. It will also improve communication across

the country, ensure an orderly transition in municipal

representation, and help get the message out about

the importance of working together.

The second municipal representative will be named

during the September teleconference, and MISA B C

will likely field the first western representative. This

appointment will be for a two-year term.

(Continued on page 5)
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W
ith the MISA 2001 conference behind me, I
thought I would have time to reflect on the

less pressing issues of the day. The trouble
is, they’re all pressing, and they’re all related to the
conference theme of “Supporting Your Team.”

From service level agreements and electronic ser-
vice delivery plans to new server and desktop roll-outs

and the ever-present HR issues – it never seems to stop.
Other professionals in MISA never stop either, as you

will see in this engaging issue of Municipal Interface.
The role of IT professionals is increasingly focused on
adding value and supporting the transformation of critical

municipal services. The dialogue among municipal IT
professionals in MISA continues far beyond an annual
conference and our journal production.  

For example, representation by municipalities on
the Public Sector CIO Council has increased and, with

the assistance of Debbie Barrett of Mississauga, a posi-
tion statement on “What Municipalities Want” has
been presented to the Council to clarify the role that
municipalities will have in the rollout of e-services.

The role that municipalities have in planning for 

e-services to Canadian citizens has been enhanced with

the increased integration of initiatives among the three
levels of government. Much of that success nationally

will depend on bringing broadband network services

to small and remote communities, as highlighted by
the report of the National Broadband Task Force.

The goal of developing greater national representation

for municipal IT professionals is now a step closer with the
establishment of the national Municipal CIO Council. I

hope that this Council will complement the work of
M I S A Ontario and MISA BC and shortly lead to the

creation of a single national organization for municipal

IT professionals, with active chapters in all regions.
I encourage each of you to take stock of your own

achievements and consider how you can get involved

with MISA – either in your region or in the wider
provincial and national arenas. 

For additional information you can contact me 

or other executive members, as listed at our Web site,
w w w. m i s a . o n . c a .

jdehoop@city.kingston.on.can
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S
everal municipal members of MISA Ontario will

be displaying innovative systems and applications

at Showcase Ontario, the e-government confer-

ence and exhibition that has evolved into a learning

event for the entire public service in the province.

The Ontario government is encouraging strong

municipal representation at Showcase Ontario, to be

held September 10-13 at the Metro Toronto Convention

Centre, South Hall. Registration, available online at

www.showcaseontario.com, costs only $100 for the

four days.

The exhibit hall will include more than 100 

private-sector exhibits and 72 government exhibits,

including a municipal display organized with MISA’s

assistance. Representatives will be on hand to show:

• The City of Mississauga’s Connect2Rec system,

which provides residents with Internet access to

courses and rental facilities;

• The City of Brampton’s interactive television 

partnership with Rogers Communication Inc.;

• The Integrated Planning and Financial System at

the Region of Peel, along with the Public Service

Network operated by Peel, Brampton and

Mississauga;

• The Regional Municipality of Wa t e r l o o ’s Intranet Map-

ping and Water Technical Information System; and

• New GIS and Web applications from the City 

of London.

Showcase Ontario, in its third year, has become one

of the largest technology events in Canada. Organizer

Bob Kennedy of Management Board Secretariat says

the 2001 event will have 48 conference sessions, 60

workshops and 32 labs. All told, there will be 128

individual learning opportunities for attendees. 

A special session has been organized for September

13 for mayors and councillors of Ontario municipalities.

They will be invited to hear a presentation on the

political implications of e-government by Dr. Jerry

Mechling of the J. F. Kennedy School of Government

at Harvard University.

Conference sessions will be presented in four streams:

Citizen-Centred Government; A New Way of Doing

Business; Government Working Together and Enabling

e-Government; and New Technologies.

Lab sessions on a variety of technologies will last

from two to three hours each. The conference will

offer four separate certification programs. ■

MUNICIPAL ACHIEVEMENTS ON DISPLA Y
AT SHOWCASE ONTARIO CONFERENCE

PROGRESS REPORT ON E-GOVERNMENT PROPOSED

M
isa Ontario has entered into discussions with
the provincial government to jointly produce
a public report describing the benefits of 

e-government, and the progress being made by Ontario
municipalities in implementing it.

The project was proposed at the MISA O n t a r i o
conference in Kingston by David Kennedy, director of
the Information and Communications Te c h n o l o g i e s
Branch of the Ontario Ministry of Energy, Science and
Technology and the Ministry of Economic Development
and Trade (MEST).

The proposed document would be modelled on a
report published by MEST in 2000 entitled, A Progress
Report on e-Government in Ontario.

In a formal proposal letter sent July 6 to Kennedy,
M I S A Ontario President Jim de Hoop said the proposed
Progress Report on e-Government Among Ontario
Municipalities would contain “a clear statement of
principles and goals and a host of examples to s h o w

how Ontario is a world leader in achieving quality and
efficiency in e-government.”

On Aug. 2, Kennedy and members of the MISA

Ontario executive held a teleconference and agreed to

form a steering committee. It will meet September 20 

to define the project and put funding in place. 

Tentative plans call for the report to be ready for

publication by the end of the year. Municipal and

associate members of MISA Ontario will receive early

invitations to participate.

M I S A representatives on the steering committee,

besides De Hoop, include Kathryn Bulko of the City of

Toronto, Ruth Gastle of Microsoft Canada, Ted Greene

of the Region of York and Mark Lehmann of RAM

Computer Group. 

The committee may also include representatives of

Management Board Secretariat and the Ministry of

Municipal Affairs. ■
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MUNICIPALITIES GAIN IN ST ATUS
(Continued from page 1)

Municipal delegates at Lac Carling also committed

to ensure that municipalities will be partners on future

demonstration projects and agreed to engage in the

implementation of the Lac Carling V action plan. Roy

Wiseman from the Region of Peel agreed to continue

to participate on the Security Committee; Frank

Mayhood from Kamloops, BC, volunteered for the

Privacy Committee, and Stephen Wong from Toronto

will take on the information management portfolio.

Our next step is to determine the goals that munici-

palities wish to achieve. This very question came up at

Lac Carling in May: What do municipalities want?

At a high level, municipalities want what every

other level of government wants: an ability to deliver

superior services at reasonable cost, democratic and

transparent processes, mutual respect, consultation in

good faith and clear accountability.

Our working response is shown below. It was

developed in consultation with municipal staff across

C a n a d a , and it is intended as a starting point for dis-

cussion of technology and electronic service delivery

issues, as we continue to build relationships with other

levels of government. 

I encourage you to consider these points, and I

welcome your feedback. For additional information,

please contact me at debbie.barrett@city.mississauga.

on.ca or 905-896-5190. ■

WHAT DO 
MUNICIPALITIES WANT?
Municipalities want:

1. Meaningful consultation and partnership at the

beginning of policy, program and technology initia-

tives, and ongoing dialogue.

2. Designation by the federal and provincial govern-

ments of a municipal relationship manager for tech-

nology matters, who can act as a primary contact,

liaison, advocate and shepherd.

3. Annual roundtable of provincial/territorial and

municipal representatives with an agenda developed

jointly to discuss matters of mutual interest and to

develop joint action plans as appropriate. 

4. Adoption of the principle that business solutions 

– applications, infrastructure, data and research –

funded by the taxpayer should be available to other

levels of government at cost plus nominal overhead.

In other words, other levels of government should

not be perceived as a revenue stream. For example,

many communities have invested in broadband 

networks and infrastructure that could be effectively

used by other levels of government.

5. Recognition that the public perceives City Hall 

as the front door to government in Canada and that

service delivery models should have regard for the

important role of municipalities in service delivery

and communication. The service delivery models

should be inclusive and have regard for libraries, City

Hall and community centres as important public

access points, as well as kiosks, storefronts and federal/

provincial offices.

6. Funding for transformative initiatives such as elec-

tronic service delivery or 3 11, which could benefit all

levels of government. Of equal importance is clarity

around various grant programs.

7. Active participation in program and technology

initiatives.

8. Collaborative or standards-based rather than com-

petitive funding models. Municipalities would p r e f e r

simple formulas, clear eligibility criteria, timely

approvals of no more than three months, and recog-

nition that flexibility is necessary to achieve congruence

with local strategy. Examples exist where deadlines

for submission were eight weeks from program

announcement, and approvals took more than a year.

With aggressive online target dates announced by all

levels of government, innovative technology initiatives

cannot be put “on hold” for a year or more, while

waiting for funding approval.

9. Communication with both municipal program

and technology staff. Where municipalities provide

provincial services such as health, court and social

services, liaison with both program and technology

staff is essential to avoid incompatibilities with existing

local systems. Recognize that municipal technology

staff understand the local technology environment and

can provide useful suggestions on how to use that

environment to provide more effective, integrated

and often lower cost implementations.  

10. Respect and recognition as a partner in government

and service delivery.

5
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M
ISA BC’s annual fall conference in Penticton

will provide municipal systems professionals –

from all provinces – with a complete picture

of the latest issues, trends and best practices in systems

management.

The BC conference has become, together with the

MISA Ontario conference, one of the two best events

in Canada for gathering and sharing information about

systems management in municipalities.  

Packing a course-full of knowledge into three days,

this year’s event will take place September 12 through

14 at the Penticton Lakeside Resort Convention Centre

and Casino. Organizers expect it to draw an even larg e r

attendance than the record 150 municipal delegates

who attended the 2000 conference in Nanaimo.

The conference theme is “Technology makes things

possible . . .  People make things happen.” Program

chair Doug Rasmussen of Kelowna says delegates will

have many opportunities to pick up new ideas, both

from speakers and the 30 vendors at the trade show.

Keynote speakers will include: Doug Jennings, a

senior consultant with IBM Global Services’ Business

Innovation Services division, on the subject of change

management; Gerry Berry, city manager of Nanaimo;

motivational speaker Hugh Culver of Marathon

Communications; and Lee Denny, the new CIO of

British Columbia.

Other speakers will discuss staff retention and other

human resources issues; the application of GIS, wireless

and other technologies; the latest advancements in

municipal networks and Web sites; and issues concern-

i n g intergovernmental collaboration in e-government.

Municipal delegates are invited from right across

Canada to come to the Okanagan Va l l e y, which will

provide a beautiful and relaxing setting for the conference.

Located on the shore of Okanagan Lake, the hotel is

also close to the Penticton Wine Centre and down-

town shopping. The companions’ program will

include an Okanagan Lake tour on a paddle-wheeler

and a visit to the Hillside Estate Winery.

Delegates can register online at the MISA BC Web

site, www.misa.bc.ca. Registration costs only $200.

Please make cheques payable to MISA BC and mail

them to: 2001 MISA BC Fall Conference – A t t e n d e e

Registration-#101, 1001 West Broadway, Unit 758,

Va n c o u v e r, BC, V6H 4E4. ■
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M I S A BC CONFERENCE A N ATIONAL EVENT

COMMUNITY NETWORKS CONFERENCE SET FOR FALL

F
redericton, New Brunswick, will be the host this

fall for an international conference on community-

owned broadband networks. 

Community Connect will feature presentations

from MISA members, as well as international speakers

from the US and Europe. 

“Listen. Learn. Connect.” is the theme of the con-

ference, set for October 15-16. Community Connect

will give participants an unparalleled look at how

municipally owned broadband fibre and wireless net-

works can build a stronger community – encouraging

economic growth, advantages for local government

and citizen empowerment. 

Session topics will cover the economics of building

a community-owned broadband network; the legal, social

and political impact; and the technical challenges. 

“We’re going to take you inside some of the

world’s best community-owned networks,” Mike Richard,

p r o g r a m chair of Community Connect, said in a news

release. “ You’ll learn first-hand the decisions other

c o m m u n i t i e s made, how they made them, and what

the impact was on their economy, their businesses,

their governments and more.”

Keynote speakers include Victoria Cerinich, the

project deputy director of Chicago CivicNet, the leading

US high-speed community network, and A n n e t t e

L u n d b e rg, marketing area manager from Stokab in

Stockholm, Sweden, one of Europe’s first and largest

community networks. 

From Canada, keynote speakers include Roy

Wiseman, director of IT Services for the Region of

Peel, Ontario, home to one of Canada’s best known

community networks, and Maurice Gallant, president

of e-Novations, the City of Fredericton org a n i z a t i o n

behind the new Ultra High-Speed Network, which is

being hailed as a model for developing community-

owned network infrastructure. 

The conference will take place at the Fredericton

Sheraton Hotel. Information is available at www.con-

nectconference.com or by calling 1-800-701-7788. ■





By Jane Morgan

and Lawrence Moule

Co-editors, Municipal Interface

A
ttending a MISA conference is like walking into

a virtual book about the Information Age. You

see a chapter being written all around you.

At the MISA Ontario Annual Conference, held June

10-13 in Kingston, it was clear that a new chapter has

indeed begun in the history of municipal systems man-

agement. This chapter is mostly about management

and not much about systems.

For municipalities, information technology has

reached a plateau. New products are not making old

ones obsolete at the pace seen in the previous decade.

To d a y ’s challenge for municipal information technology

professionals is not the same as it was in 1999: how to

implement new systems in time to meet an ominous

deadline. Nor is it about incorporating emerging tech-

nologies into strategic plans, in many cases for the first

time, as it was in 2000. To d a y ’s challenge is to effec-

tively manage the transformation of municipal organi-

zations into e-governments.

That means managing people. That’s why the

theme of the MISA Ontario annual conference was

“Supporting Your Team.”

During the highly successful conference – which

attracted a record 250 people and helped to further

establish MISA as a contributor to the development of

e-government on a national scale – delegates heard

from many speakers that their key resource is human.

Keynote speaker Craig Ballance of consulting firm

E-Finity Group Inc. said: “Finally, we are back to where

we should have been in the beginning – culture. We

have to start thinking about how we behave inside the

culture of the e-organization.  

“Doing more with less – this is something the public

sector knows almost better than anybody else. You’ve

been doing more with

less for so long you

don’t even know it’s

less any more!

“So how do you

do more with less?”

Ballance asked. “What

we need to understand

is that this is really

about developing 

relationships with the

right parties.”

In his welcoming

address, conference

chair Jim de Hoop, director of information technology

services for the City of Kingston and the new presi-

dent of MISA Ontario, talked about the expanding

importance of relationships and teamwork.

“Our theme 'Supporting Your Team' is a universal

one,” De Hoop said. “Today more than ever, informa-

tion technology professionals are required to operate

in a diverse, team-based environment. The success of

systems projects rests with our ability to engage our

team members in IS and, more importantly, program

managers and senior managers.

“Furthermore, citizens in our communities expect

to interact with government in a user- f r i e n d l y, seamless

fashion – whether it’s provincial, municipal or federal.

This requires close collaboration among municipalities

and other levels of government.”

Other levels of government are increasingly part of

the municipal IS universe. Conference presentations by

Michelle d’Auray, CIO of the federal government, and

David Kennedy, a senior communications official with

the Ontario government, showed that MISA is regarded

at the federal and provincial levels as an important

partner in their plans to implement e-government.  

The federal government released the report of its

9
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MISA ONTARIO 2001
D R AWS RECORD CROWD

TO KINGSTON

MISA Ontario President Jim

de Hoop, right, and Past

President Walter Gasparini

enjoy a moment at the annual

banquet at Fort Frontenac.

Walter received a special-

recognition award for his

contributions to MISA.
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National Broadband Task Force a few days after the

M I S A Ontario conference ended. The report outlined a

strategy for achieving the government of Canada’s goal

of ensuring that broadband services are available to

businesses and residents in every Canadian community

by 2004. Municipalities will be heavily involved in

implementing this strategy.

A member of the National Broadband Task Force,

Vic Allen, told MISA delegates: “Broadband connectiv-

ity – telecommunications – is the fundamental building

block for nation building in the 21st century.

Broadband access is extremely strategic to who we are

and what we are going to be.”

Allen, who is CEO of Upper Canada Networks,

which is based in Kemptville in Eastern Ontario, said:

“It is absolutely essential for all of Eastern Ontario to

get together and work to ensure that it can wire itself

so that it can be a player in the global economy in the

21st century.  If we fail to do that, Eastern Ontario will

continue to be marginalized as a community.”

The same holds true for small or remote municipal-

ities everywhere. Community-based networks are

emerging as an answer, possibly the best answer, for

these municipalities to join the e-world. For the first

time, the MISA Ontario conference featured presenta-

tions by several community-based networks in various

stages of formation, including Upper Canada

Networks, Lanark Network Associates, the Kingston

Area Network and Land O’Lakes Community

Networks.

The barriers that these and similar organizations

must overcome – like those facing municipal IS profes-

sionals – primarily involve issues of human resources

and teamwork.

“The biggest problem, number one, is lack of

trust,” said Frank Huntley of the Kingston Area

Network (KANnet). “Nobody trusts anybody up front.  

“People are not used to working together at an

institutional level, nor are businesses used to working

together. We find that we can get people to understand

that they can work together, but then they go back to

their old way of doing things, over and over again. So

we have to keep reinforcing the message and keep

showing new opportunities.”

Debbie Millar, a principal of Lanark Network

Associates, said new ways of thinking are required to

enable communities to collaborate using information

technologies.

“For municipalities, that’s a challenge that we may

not have had to address previously,” Millar said. 
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At the Garrison Golf Club, Jack Marsman of Brampton and Paula

Nichols of Kingston team up, above left. Sally Blenkin of the City of

Regina shows her stuff. The golf competition was won by the four-

some of Kris Casey of Keating Technologies, Larry Elrich of Regina,

Larry Griffith of Oracle Canada and Brian Williams of Litco Systems.

Above, keynote speaker Craig

Ballance of E-Finity Group Inc.

Above at right, Tony Roberts of TELUS

Corporation, winner of the Best

Exhibitor award, accepts the glass 

trophy from Jim de Hoop.

Below, a string quartet performs on

the patio before the annual dinner at

Fort Frontenac.

Right, at the trade show, Janice T r a v e r s

of CDI, left, and Monica Foley of

Gilmore Associates talk with Ron

Manderson of the City of Miramichi,

NB, and Graeme Reading of Toronto.
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Above, Robert Keller of Targus Canada Ltd. chats with Susan

Chase of Prior + Prior Associates.

Above, Ron Huxter of Ontario Management

Board Secretariat accepts on behalf of Scott

Campbell, retired CIO of Ontario, a MISA

special-recognition award presented by

Debbie Barrett of Mississauga.

Aboard the Island Queen, top, Ruth

Gastle of Microsoft Canada, in stripes

above, and other delegates enjoy 

d i n n e r. At right, Kathryn Bulko of

Toronto and Mark Lehmann of RAM

Computer Group join the party on

the lower deck.

Left, the “Queen” and the “T o w n

Crier” welcome delegates to the

annual dinner with laughs.

Below, Per Kristensen of

the City of Nanaimo

brings greetings from

MISA BC.

Below left, David Kennedy of the Ontario Minister of Energy ,

Science and Technology addresses delegates.



“We are used to our boundaries. Our municipality

starts here and stops there, and somebody else’s starts

right next door. But boundaries and distance don’t

matter so much any more, and we have a challenge to

take a leadership role and transform our municipalities

to take advantage of the technology.”

Louis Shallal, then with the City of Ottawa and

recently appointed as CIO of the City of Hamilton,

told delegates that the main issue facing municipalities

is how to make services work better for residents.  

“Do we have accessible government – that’s the

key concept,” he said. “Collaboration is essential to

channel resources to the community, and this means

forming alliances and collaborating with different

municipalities. A key lesson we learned at Ottawa was

that people make the difference.”

Continuing the theme of collaboration and team-

work, Darrell Jones of the Town of Caledon explained

how Caledon worked in partnership with various other

organizations, including not only other municipalities

but a conservation authority, schools and the Ontario

Provincial Police, to develop a regional GIS system.  

Gary Bezruki of the City of Waterloo talked about

implementing an ERP system, stating that the key is to

integrate people and tasks in such a way to push the

organization forward.

“ We’re reliant on people to get it done,” 

he said.

Walter Gasparini, past president of MISA

O n t a r i o and director of information systems

for the Region of Waterloo, had a note of

optimism in his report to the annual general

meeting. He said that the conference reflect-

ed the growing spirit of collaboration that he

sees among MISA members.

“All through our sessions, whether you

went to the ones on ERP or GIS or communi-

ty networks, you always heard that it requires

collaboration, teamwork and the support of 

a lot of people to get these projects done,”

Gasparini said.

“So I think we’ve lived up well to the

theme of the conference – supporting your

team. And we have a great example of team-

work in the conference itself.

“I encourage everyone to continue work-

ing with each other and the other people in your

municipalities. If we do, I think we can go a long way. ” ■
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HERE’S YOUR CHANCE
TO CONTRIBUTE IDEAS
TO 2002 CONFERENCE
The 2002 MISA Ontario Conference and Tr a d e

Show will be held June 9-12, 2002, in London,

known as Ontario’s “Forest City. ”

The theme of the conference will be “2002:

Electronic Service Delivery.” The schedule will be

filled with the latest information on building effective

information technologies within your org a n i z a t i o n .

Conference Chair Karl Drysdale, who is director

of municipal information systems for London and

secretary of MISA Ontario, says that the conference

committee welcomes ideas from MISA members on

any potential topics for discussion or any activities

that they would like to see in the social program.

Comments and questions can be e-mailed to:

M I S A 2 0 0 2 @ c i t y. l o n d o n . o n . c a .

SUPPORTING YOUR TEAM

“The number one problem is

trust,” Frank Huntley told MISA

Ontario delegates. Debbie Millar ,

above right, and Louis Shallal also

addressed collaboration issues.





By Michelle d’Auray

Chief Information Officer

Government of Canada

This article is developed from edited extracts of Michelle

d’Auray’s keynote presentation to the MISA Ontario

Annual Conference on June 11, 2001, in Kingston. 

G
overnments in Canada and around the world

are seizing the opportunities offered by the

Internet. First and foremost, the Internet offers

the chance for governments, including municipal gov-

ernments, to strengthen their relationships with citizens.

It gives us many ways to improve government services,

to facilitate citizen participation in policymaking, and

to enhance accountability and transparency. The federal

Government On Line initiative (GOL), which aims to

put our information and services online by 2004, is

above all a service agenda.

A second opportunity, of great concern to all of us, is

to strengthen local and national economies by fostering

innovation and reducing both the cost and the com-

plexity of transactions with government. I think that all

levels of government are well advanced in recognizing

the need to take advantage of these opportunities.  

But there is a third opportunity, which we are only

now beginning to appreciate fully, and it is very exciting.

This is the opportunity that e-government gives us to

renew the public service and public administration.

At the federal level we are anticipating significant

demographic changes and turnover of senior

management within the next five years. We are antici-

pating that the Internet, together with the information

technology that enables it, has the potential to make

the public service a more attractive place to work, and

can help to attract and retain service-oriented people

who will continually promote excellence in the public

service.

The theme of the MISA Ontario annual conference,

“Supporting Your Team,” is not only timely, but right

on target. E-government, as you all know, is not ulti-

mately about technology. It is about the strategic man-

agement of human and information technology

resources in the service of Canadian citizens.

In our experience in revamping the federal govern-

ment’s main Web portal and implementing our GOL

strategy, we are seeing the evolution of new types of

teams, all of which have the potential to transform the

public service and benefit the public whom we serve.

There are three new types of teams that are begin-

ning to develop. One is composed of service delivery

professionals in the public service; the second type of

team consists of public/private sector partnerships; and

the third is inter-jurisdictional.

Service Delivery Professionals

The first type of team does not yet exist – at least, not

f o r m a l l y. Interestingly enough, there is no service deliv-

e r y community per se in terms of job categories in the

federal government.  

But we have begun to develop the concept of a

service delivery community, building on our work to

date on enhancing the “community” concept for infor-

mation t e c h n o l o g y. We are also building on informa-

tion management professionals.

In the service delivery community, we have decided

to look at how our front-line workers, whether they

serve clients in person or over the phone, are helping

citizens deal with special peak periods, such as tax filing

time, or with services such as employment insurance –

the kinds of services where the contact is direct,

immediate and constant, or where it fluctuates in

peaks and troughs.

When we set out to redesign the Canada Web site

(www.canada.gc.ca), we did not have as an objective

the creation of new kinds of management teams. But

that has been a constructive outcome of our process,

as a result of the fact that information and services are

client-centric, organized around three main “gateways”

– for citizens, businesses and those outside Canada –

and with 35 subject clusters under the gateways.

Each one of the gateways has a steering committee
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made up of representatives of at

least 15 departments, and as many

as 28. They make decisions collec-

tively. There is a team l e a d e r, or

“gateway champion.” There is a

lead department identified. For

Business, it is Industry Canada. For

N o n - C a n a d i a n s , it is Foreign Affairs

and International Trade. And for

Canadians, it is a combination of

Human Resources and Development

Canada with Public Works and

Government Services Canada.

We have essentially set up a 

government structure that is team-

based, cross-governmental and client-

centric, that is now mandated to

drive the online delivery of about 200

key services. Each one of the Gateway teams is now

determining the timing priorities for launching the ser-

vices online, as well as the components of these services.

As a consequence of our client-centric focus, we

have set up some interesting collaborative mecha-

nisms, which grew out of what citizens and b u s i n e s s e s

told us they wanted. Managing, co-operation and priori-

ty setting across 28 departments and agencies is a big

challenge for each one of the Gateway leads, b u t

meeting that challenge will be a giant step toward a

revitalized public service, organized on a horizontal axis

to better meet its service mandate in the 21st century.

Public/Private Sector Partnerships

We use “partnership” quite often to describe how the

public sector works with the private sector. But true

partnership is very difficult to achieve. There are, how-

ever, a few governments in Canada that are developing

and dealing with public/private partnerships in a most

innovative way.

The government of Canada has done so with a

contract that it signed June 1, 2001, with Bell Nexxia,

to build a secure platform for electronic service deliv-

e r y. This contractor will also serve as a service bro-

ker across the government of Canada.

In the request for proposals, we defined the concept

of a secure service broker without specifying how it

had to be built or what its key components had to be.

We defined only the end result, what the service had to

provide, what the timelines are, and

the level of quality. 

The winning company is bring-

ing its expertise and its knowledge

base to the table, and we are devel-

o p i n g the technical specifications

and components together, in part-

nership – which, for a contract of

this size, is pretty innovative.

Inter-jurisdictional Teams

There is another challenge rapidly

looming: how to co-ordinate the

electronic delivery of information

and services to citizens and busi-

nesses, not only across different

departments, but also across juris-

dictions. It is inevitable that infor-

mation strategies at the municipal, provincial and fed-

eral levels will have to be co-ordinated or at least

developed with a common understanding.

For example, federal services will be delivered by

means of a common infrastructure, planned centrally.

We are investing in that up front and departments will

have to connect to it. The objective is to avoid replica-

tion or duplication. People are buying into the concept

in ways that we have not seen before. There will be

common directory services, a common security and

service platform, and a common gateway for data

entry – not data collection, but data entry.

Many issues relating to infrastructure are common

to any jurisdiction with a mandate to take its services

online. Security is a major one. To preserve and build

on the government’s Year 2000 critical infrastructure

capabilities, the federal government established the

office for Critical Information Infrastructure Protection

and Emergency Preparedness (OCIPEP) in January 2001

within the Department of National Defence. The

OCIPEP will work with provinces, territories, interna-

tional partners and the private sector, to develop a

national critical infrastructure protection capacity.

The need for inter-jurisdictional co-ordination 

is essential. A report released in April 2001 by

Massachusetts-based Forrester Research, entitled

C a n a d a ’s eGovernment Blueprint, u rges an inter- j u r i s-

dictional eGovernment network approach, made up 

of public trust infrastructure, a digital backbone and

Michelle d’Auray addressing the

MISA Ontario Annual Conference.
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proactive channel management.

In many respects, we have never before been chal-

lenged by such a pervasive, or potentially important

change in the way we work across jurisdictions, as we

are by the goal of achieving seamless service delivery.

We have to work our way through the challenge by

setting up working groups on specific issues, and we

will be doing that in the next few months on information

protection, as well as on information management.

All levels of government will need to work together

on information management strategies as well. The

information management framework that is being

developed through the Public Sector CIO Council will

be applied to a number of pilot projects designed to

test that framework. And more importantly to us, it will

be applied to the three main Canada site gateways to

manage portal content. 

How we collect data, what are the standard forms,

how we manage information, how we retrieve infor-

mation, are questions that apply to all of us, no matter

the jurisdiction. We will be working through some of

those issues through the Public Sector CIO Council.

At the last meeting of the Council, I was very pleased

that the municipal representative, Deborah Barrett,

offered increasing support on behalf of municipalities

to help work through some of the issues we have been

addressing at the federal-provincial-territorial level.

How we deal with these issues inter-jurisdictionally

will be interesting to see in the next 12 to 18 months,

because they are going to become matters of immediate

concern to us all at about the same time. 

And how we manage to achieve seamlessness,

starting with something as basic yet complex as infor-

mation management, will be a test of our ability to

work together, and of our ability to use information

and communications technology to enhance Canadians’

access to client-centred, integrated services – any time

and anywhere they choose. ■
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By Carol Beatty, MA, MBA, Ph.D

Queen’s University, Kingston, Ontario

This article is based on Dr. Beatty’s

keynote presentation to the MISA

Ontario Annual Conference.

C
anadian organizations in both the

public and private sectors are

under strong pressure to improve

p r o d u c t i v i t y, decrease costs, and increase

innovation. To meet these challenges,

many are turning to new organizational

forms – ones that can help create and implement good

decisions quickly. As the research increasingly demon-

strates, skilled teams can promote the flexibility, speed,

expertise and decision-making needed to make contin-

uous improvement in quality and service.

What does the research show so far? Some 10 years

ago, the introduction of self-managing work teams at 

a telecommunications company resulted in record pro-

ductivity gains. At one site, revenues increased 63 per

cent, sales 26 per cent and earnings 46 per cent after the

introduction of teams. Business decisions once reserved

for management are now being made by

employees. 

Another study conducted at multina-

tional company General Foods described

the benefits of interfunctional teams:

more sharing and integration of skills and

r e s o u rces; more emotional support among

team members; better performance in terms

of quantity and quality; more innovation;

and more ideas for problem solving.

Studies on the adoption of team struc-

tures have also reported the following

positive results: 

• Improved communication and coordination of

tasks, often with fewer staff;

• Opportunities for continuous learning, improve-

ment, innovation and speed;

• Potential for common direction and goals;

• Peer management;

• Decisions closer to the client and closer to the

knowledge base;

• Superior decisions for complex, unique or 

ambiguous problems; and

• Satisfaction of employee affiliation needs.

What a Team Really Is

Not every organization actually realizes

these gains, h o w e v e r. In fact, while many

o rganizations may believe that they have

created teams, what they have really done

is promote teamwork or work benefits.

As defined in an influencial book by 

J. R. Hackman called Groups That Work

(And Those That Don’t): Creating Conditions

for Effective Te a m w o r k, a team is: “an intact

social system, complete with boundaries,

interdependence among members and 

differentiated member roles. Members 

are dependent upon one another for 

some shared purpose, and they invariably

develop specialized roles as that purpose

is pursued. The team produces some 

outcomes for which members have 

collective responsibility.”
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HIGH-PERFORMANCE TEAMS:
HERE’S WHAT THEY R E A L LY ARE, AND HOW TO MANAGE THEM

Characteristics of a Team-Based Structure



Team structures do not work in all contexts and for

all organizations. They have inherent strengths and

weaknesses that organizations must take into account

before implementing them. As listed in the illustration

on page 20, the most common pitfall of a team struc-

ture is lack of communication and coordination across

teams. Sometimes, teams even compete with each other

and destroy the potential synergies desired by managers.

Organizations that hope to reduce hierarchy and dis-

mantle functional silos by using teams should take this

warning to heart – because a team’s structure can create

a new form of silo unless integrating mechanisms, such

as a coordinating “super” team, are put in place.

Stages of Team Formation

F i n a l l y, not all teams reach a high performance level.

As shown at right, most teams must go through a series

of predictable stages before they can achieve superior

results. In the first, or forming, stage, team members are

uncertain about what they and the team are supposed to

do. Some members may exhibit anxiety or dependence

on authority, while others may insist on jumping into what

they see as the task at hand. They are likely to be overly

polite and tend not to deal with potential conflict.

In the second stage – storming – teams are likely to

experience overt conflict as they try to work out how

they are going to accomplish the tasks, who is going to

do what, and how they are going to interact with each

other. Some teams get stuck in this stage, or return to it

after a major team crisis, but many eventually move

on to the third stage, norming.  

Here, the members develop clear roles, good com-

munications patterns, and policies and procedures to

guide their activities. Finally, teams are ready for the

high performance stage in which they are skilled at

communications, problem solving, resolving conflict,

and meeting organizational goals and mandates. A t

this stage, team commitment and satisfaction are high,

and members support each other.

In our experience, fewer than half of teams reach

this final stage, and about one in five never advance

beyond the storming stage. The good news is that most

teams can be trained in the skills needed to move

through the preliminary stages quickly and help them

become high-performance teams. 

By surveying more than 200 industry teams com-

prising more than 2000 individual team members, our

research has identified the key skill sets that distinguish

successful teams. We found that a large percentage of

the difference in team performance can be predicted

by how well the team measures up on problem-solving

skills, conflict-resolution skills and a set of initiatives

that we call team-management practices. 

I n t e r e s t i n g l y, our research found that personality

and demographic variables appear to have very little

influence on team performance. Thus, we would not

recommend that you make undue efforts to either bal-

ance your team for demographic diversity or to avoid

d i v e r s i t y. Nor do you need to subject potential team

members to personality or preference tests.  Expertise

is much more critical.

Team-Management Practices 

One of the most important early initiatives that a team

can undertake is to get clarity around its team-manage-

ment practices. This means paying attention to its “task”

processes, “social” processes and team commitment. 

Good task processes ensure that the team:

• Has effective procedures to control and guide group

functioning, ensuring that people follow them;

• Discusses strategies for problem solving and

accomplishing tasks before beginning work;

• Has an agreed-upon mission statement, vision, goals,

and norms of conduct to guide individual behaviour; 

• Often evaluates itself and its functioning;

• Strives to make meetings efficient and effective; and 

• Has clarified authority and reporting relationships.
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High performance teams also establish good social

processes, so that members:

• Feel included and comfortable to express themselves;

• Permit diverse perspectives;

• Use all team talents; 

• Share leadership as appropriate;

• Are open to new approaches, creativity and 

experimentation;

• Foster effective working relationships with 

stakeholders; and 

• Have clarified member roles.

Finally, all members develop a commitment to the

team so that:

• All members feel they are an integral part of the team;

• All members assume personal responsibility for 

its work;

• Everyone contributes, especially over the long term;

• Confidentiality is maintained; and 

• No cliques or subgroups are allowed to persist.

If this is the end point that a team strives to reach,

how can it establish these practices so that it arrives at

the performing stage quickly? This poses a dilemma for

many teams, because they must spend precious time at

an early stage discussing and agreeing on these practices,

when many members are eager to jump into the per-

ceived task of the team. Yet we have found, again and

again, that teams who do not spend this time at the begin-

n i n g pay doubly in conflict and poor performance later. 

Our recommendation is that teams take at least

four or five days (not necessarily consecutively) and

work through a team charter. Discussing the “Te a m

Charter Wheel” shown above, and answering the

questions that follow are among the wisest time invest-

ments that a newly formed team – or even a troubled

team – can make.

To fill in the wheel, some questions that your team

should try to answer include the following:

Purpose and Vision

Why was the team formed?

Who is a member of your team?

How will it add value to your organization?

What unique contributions will it make?

Who are your stakeholders?

Authority and Reporting Relationships

Who does the team report to?

What is its scope of responsibility?

What should its solution to the problems include?

Member Roles and Contribution

Who will act as facilitator(s)?

Who will act as coach(es)?

Will there be a process observer?

Who will be recorder?

Goals and Accountabilities

What are the team’s main objectives?

What are its key activities?

What specific results or deliverables are expected?

What are the expected dates for completion?

How, when and by whom will the team be measured?

When should it report results, and how should the

results be reported?

Norms and Protocols

What processes or protocols does the team want to 

put in place for reaching a decision (including voting,

consensus and referral)?

What protocol will it follow if there is interpersonal

conflict?
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What norms or rules of behaviour will team members

follow? How will violations be handled?

How will the team run its meetings?

Relationships and Communications

How will the team ensure that its work is in line with

organizational goals?

How will the team involve its stakeholders?

How often and in what form will it communicate with

other teams and organizational groups?

Membership and Contribution

Who has critical expertise? In what areas?

Who has responsibility for implementing whatever is

decided?

How will the team ensure that contrary viewpoints are

presented and considered?

How will the team ensure that members have the time,

resources and authority to participate fully?

Problem Solving

A team does not exist to create team-management

practices. They are merely a means to an end, and the

most important end for most teams is the org a n i z a t i o n a l

results from high-quality decision making and problem

solving. These include how well a team: identifies the

right problem; generates ideas; builds on ideas; evaluates

ideas; makes decisions and organizes to produce results. 

Our research has found that the best predictor of

team performance is the existence of a high level of

team problem-solving skills. Luckily, these skills can

be taught, and numerous training vehicles are avail-

able to help. 

Nevertheless, knowing what constitutes good prob-

lem-solving skills and having the discipline to use them

consistently are two different things entirely. High-per-

formance teams follow a problem-solving process 

consistently and practice what we call “patient” inter-

personal communications. Patient communicators work

hard to make themselves understood; work hard to

understand others; do not blame each other for com-

munications breakdowns, but try harder; do not insist

stubbornly on their solutions, but build on each others’

ideas to create synergy.

Using a problem-solving process with consistency

also promotes high performance. There are many such

processes comprising various numbers of steps, but they

usually include the following:

Explore

Select the problem.

Explore the problem.

Define the success criteria.

Develop a problem-solving statement.

Generate many options.

Evaluate

Assess the options.

Select the best option(s).

Develop an action plan.

Evaluate and modify the plan.

Conflict-Handling Skills

If a team has developed both team-management and

problem-solving skills, most conflict will be resolved

before it becomes personalized. We have found that

conflict over ideas – substantive conflict – is often

helpful to promote high-quality team decisions. But

affective or personalized conflict is almost always 

negative and dangerous for a team. 

Our research did not identify any one clearly supe-

rior conflict-resolution style. Nevertheless, we did find

that avoiding dealing with interpersonal conflict in the

team put the team in jeopardy. Our advice for teams

facing a problem involving a team member’s behaviour

or conduct? Acknowledge the problem and discuss

ways to deal with or prevent similar occurrences in the

future. Above all – do not avoid conflict. Deal with it!

Teams Here to Stay 

Teams are here to stay in both public and private sectors

because they offer many benefits unavailable in another

structure. If you want to create high performing teams

in your organization, make sure each team develops

appropriate team-management practices, problem-

solving skills and conflict-handling skills. Fortunately,

all three of these can be developed quickly through

timely training. Keep in mind, however, that successful

teams need the support of your organization, both in

resources devoted to developing them and in the phi-

losophy of empowerment that is behind their creation.

Only then will your organization create and reap the

rewards of high-performance teams.

Carol Beatty is director of the Industrial Relations

Centre at Queen’s University in Kingston, Ontario. 

She can be reached at beattyc@qsilver.queensu.ca. ■
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SMALL MUNICIPALITIES NEED TEAMWORK
TO IMPLEMENT ENTERPRISE SYSTEMS
By Susan Chase

and Norah Prior 

Prior + Prior Associates Ltd., Toronto

This article is based on a presentation to the MISA

Ontario Annual Conference in Kingston.

E
veryone agrees – ERP (enterprise resource planning)

solutions can mean significant savings for organi-

zations. ERP systems can be financial systems,

customer relationship management systems or the

broad deployment of GIS (geographic information 

systems). A corporate solution that can support many

business units in the municipality will provide access

to a great deal of information to the people who really

need it.

Everyone also agrees that these solutions are an

expensive and time-consuming drain on resources –

and that these projects often go over budget or beyond

the original schedule. So why do it?

The Benefits

There are many drivers forcing municipalities to consider

implementing ERP solutions. Municipal restructuring

and downloading has forced municipalities to review

and change their business processes to do more with

less, while still improving customer service. ERPs provide

access to relevant and important data to many different

workgroups, not just the originators or custodians of

the information. 

Municipalities need to have a means for effective

asset management – first, to ensure effective service

delivery, and then to report on it through performance

measurement. By providing access to integrated data

s o u rces, ERPs can provide several benefits, such as

operational effectiveness, integrated processes and

improved planning that should result in financial 

payback or a return on the investment. 

The Realities

When smaller municipalities investigate the opportunities

for implementing ERP solutions, however, they usually

figure out a few things pretty quickly.

First, there must be a willingness to share data across

the organization. The owner department can no longer

maintain that it is the only area that should have access

to the data. In a small municipality, you can walk to

the office next door and request the information, which

may be provided immediately. The business is changing,

h o w e v e r, and customers, even internal customers,

expect to be self-sufficient. They know there is tech-

nology available that can deliver the information to

them via their PC.

Second, the technical infrastructure needs to be in

place to enable the distribution of the systems. Many

small municipalities are still PC-based with limited or

no wide-area network capabilities. Most ERP solutions

are high-end products and depend on more bandwidth

to effectively deliver the information where it is required.

Third – and probably most significant – is cost. ERP

solutions tend to be very expensive. Not only are they

costly to implement, but the requirements for hardware,

database systems (RDBMS), training staff resources and

maintenance are also expensive. 

Fourth, ERP systems can have a major impact on

policy and organization structure. The diagram at the

top of page 27 illustrates the components that can be

affected when a new customer service application is

introduced. 

This diagram shows how the many components or

modules of an ERP should fit together and provides a

view of the overall impact on the organization. 

At the top are the many different channels that

should feed the front end of the ERP solution in this

customer-focussed model. Shown is a request coming

into the system with full access to the many different

back-office systems and the information contained

within them. What should result is fulfillment of the

c u s t o m e r’s request but also documentation of any

issues or statistics. These statistics help the organization

to measure its performance benchmarks to verify how

well the customer is being served.

This complete flow of information enables the

municipality to plan service delivery, ensuring that

customers’ needs are being met, cost-effectively and

efficiently.
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The Risks

When planning to implement an ERP, you must first

assess the risks involved, which are as follows:

Number and size of business areas: In a small

m u n i c i p a l i t y, the business knowledge is held by a small

number of key staff. It is extremely difficult to remove

your single Accounts Payable clerk from paying the

bills to testing the new system over several months. 

A larger municipality will also have many different

policies and procedures established that have to be

considered and perhaps even changed during a major

implementation. In a small municipality, however,

there are usually fewer major departments, resulting 

in fewer policies.

It is also necessary to manage the staff assigned to

the project team to avoid burnout and stress. In a small

o rganization, the limited number of staff usually still

have to do their day job as well as work on the imple-

mentation. Staying current with the demands placed

on people becomes a critical component of the project

manager’s responsibilities.

Number of systems to be replaced : While larg e r

o rganizations may have many legacy systems to be

considered, smaller municipalities have fewer existing

systems with limited scope and functionality, making

this issue less of a risk for small municipalities. In the

large municipality’s project, a critical success factor is

the number of the interfaces required to the many back-

end systems. This affects not only data sharing but the

degree of buy-in from staff to adopt the new system.  

Process Change/Change Management: S m a l l

municipalities tend to have a lack of documented busi-

ness processes. People have done tasks the same way

as their predecessors. It becomes very difficult to

implement change. In the large organization, process

change is equally important and can be as difficult.

Often the processes have been designed around the old

systems, or the old systems have been custom-designed

around the business process. Both cases make it difficult

to adapt to changes and accept new methodologies.

Integration requirements: A small municipality has

fewer systems in place that require integration, but

these also limit the probability of incorporating all data

elements to a single entity. With more of the data in

manual or hard copy format, it takes much longer to

complete a full enterprise-wide system. The integration

will occur as new systems are implemented.  

Technical complexity: ERP solutions typically

require a high level of technical skills. One example is

database management expertise. Smaller municipalities

tend not to have access to such resources as database

administrators. (In fact, most are lucky to have even

one IT person!) While the large municipality does have

greater access to resources, it is still very difficult to have

the right levels of skills and business expertise com-

bined to ensure a successful implementation. As well,

the complexity of the business demands extensive 

customization of the implemented system.

Level of automation: Smaller municipalities usually

manage information by traditional methods, including

manual tracking. This results in very little data being

available for conversion, which can be a good thing,

but it also means a lot of data entry in the initial stages

to have the databases fully populated. A large munici-

pality can have vast amounts of data available that

cannot be discarded. It will require either conversion

or integration to the new system.

Deadlines and timeframes: For the smaller organi-

zation, business areas have difficulty making key staff

available for testing and implementations, causing

timelines to be much longer than anticipated. Also, 

the scope of the project is often much larger than any

previous project undertaken, stretching the project

planning and project management capabilities, specifi-

cally for technology-related projects. This can be prob-

lematic when budget planning is dependent on the

new system or if savings are expected. 

For the larger municipality, there are usually so

many people involved and so many different scenarios

to be considered that “project scope creep” occurs.

SUPPORTING YOUR TEAM
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The interdependencies and multiple participants make

project overruns more likely than with smaller entities.

Effective project management is required for both situ-

ations to ensure timely delivery.

Staff acceptance: Managing expectations and man-

aging changes to business processes are difficult in any

size of organization. People are resistant to change,

regardless of the size of the municipality. Any change

to process is a challenge for many staff, especially if

there is a general lack of understanding of the value to

the organization. Also, many program areas shun tech-

nology, which is hard to avoid in ERP solutions. 

Executive support: Executive support is required 

in any size of organization to ensure that funding is

consistently available and change is accepted. ERP

solutions should be in line with the corporate vision of

providing improved levels of service. The costs need to

be realized as a means of doing effective business, for

both internal and external customers.

The Options

Having identified the risks involved, a small municipality

now has to look at how best to implement an ERP s o l u-

t i o n , while maintaining integrity with its ratepayers. 

Small municipalities are often better positioned to

enter into partnerships with one or more neighbouring

municipalities in the implementation. This enables cost

and resource sharing. Even if there are separate imple-

mentations, savings can be realized by sharing training

costs, expenses and customization fees.

Look into outsourcing or using an ASP (application

service provider) for the computing power. This service

delivery channel can be more cost-effective than owning

your own hardware and software, especially when

considering the cost of the technology infrastructure as

well as the cost of training and support. An A S P w i l l

also provide the necessary support for an annual fee. 

Accept that the vendor knows the business and

may be able to provide you with suggestions on

improving your business processes. Adopt the processes

that are already supported in the software rather than

paying for custom modifications. Work to understand

your business processes and where improvements can

be made. And examine trade-offs between manual

processes and the cost of automation.

D o n ’t expect a quick payback. Normally there is 

a decrease in overall productivity before benefits start

to be realized. One study indicated that benefits only

begin to appear approximately eight months after

implementation.

Once it has been decided that the ERP will provide

you the benefits expected and the resources have been

made available, the following key factors will help you

to deliver the results intended:

• Senior management leadership

• Willingness to pursue change

• Committed resources from the business areas

• Participants with strong business knowledge

• Contingency budget to address the unexpected

• Focus on major business processes and their 

management

• Minimizing automated interfaces

• Acknowledgment that implementation depends 

on extensive change management

• Acceptance of the requirement for process re-design

as opposed to system modifications, and

• The acknowledgment that training in workflow 

and procedures is more important to achieving the

benefits than keyboard or transactional training.

ERP solutions cannot solve all the problems of an

o rg a n i z a t i o n ’s procedures or data accessibility. They

can, however, enable a municipality to become more

customer-centric. By having your important data inte-

grated and accessible through different channels, you

should be able to better serve your customers and

measure improvements in performance.  

ERP implementations can provide frameworks for

growth. The products are built to be enhanced and to

be expanded. By having your data and information

accessible through a single entity, you prepare the

organization for future service delivery models such 

as portals and E-commerce.  

ERPs are a big step for a smaller municipality – and,

if they are to succeed, they demand a strong commit-

ment to fund the project, to resource it appropriately,

and to implement change.

Susan Chase is an associate and Norah Prior is a principal

of consulting firm Prior + Prior Associates Ltd., an asso -

ciate member of MISA Ontario. They can be reached at

susan.chase@sympatico.ca and nprior@home.com ■
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By Desmond Lorente

Manager of Geographic Information Systems,

County of Simcoe, Ontario

A
unique cooperative approach at Simcoe County

is proving successful in delivering land-based

information to citizens.

This type of information is critical to many municipal

services, and effectively distributing it has traditionally

been difficult, given the large-scale duplication of such

information that existed across provincial, regional and

municipal governments. To correct this situation, Land

Information Ontario (LIO) was established to eliminate

the bureaucratic silos that previously blocked delivery.

Key to LIO’s ultimate success is the role that munic-

ipalities elect to play at both the local and provincial

levels. As Simcoe County’s LINC project demonstrates,

one successful strategy for municipalities is to form

partnerships in their own backyards – especially with

the non-governmental community – to create new

funding opportunities and avoid duplicating effort 

and resources.

The Land Information Network Cooperative Model

How and why was the Land Information Network

Cooperative, or LINC, developed?

Following the 1994 restructuring of Simcoe County

into 16 new municipalities (from an original 32 towns

and townships), better information and resources were

needed to examine the relationships between assess-

ment and municipal boundaries. One year of informal

meetings with interested parties led to the consensus

that there was strength in numbers – that acting together

to build a database of land-related information would

result in a much more cost-effective solution than

would any independent approach. 

Thus was LINC created, and the partnership has now

grown to include several organizations: the County of

Simcoe and its 16 member municipalities, Simcoe

County District Board of Education, Simcoe County

District Health Unit, Bell Canada, Hydro One, Ministry

of Natural Resources, Ministry of Health, Parks Canada

and the Nottawasaga Valley Conservation Authority.

Because LINC is not registered or incorporated as a

business and does not have a payroll, it is not consid-

ered a business entity. Rather, each member of the

cooperative is treated as an independent contractor,

which operates as a separate business and is responsible

for compensating the other members for goods or services

rendered and maintaining the information contributed

to the partnership.

The County of Simcoe coordinates the collection,

distribution and management of the data and the

working capital within LINC. Various committees are

responsible for setting policy and direction, enabling

members to work together in the development and

implementation of GIS applications. The Executive

Committee is the main decision-making board of the

cooperative.

Membership

LINC’s philosophy is that ratepayers should only have

to pay once. Any government agency can apply to be

a member of LINC, provided that they adhere to the

following policy statements requiring that members:

• Share and contribute information;

• Maintain and update selected themes as mutually

agreed to by all members;

• Agree to use a common LINC copyright and honour

existing copyrights;

• Pay an annual fee (currently set at $1000) for the

management and distribution of the core data

themes. (Member municipalities are not required

to pay as they contribute through the County levy.);

• Agree that all sales of LINC data be coordinated

through a one window/one agreement/one fee

schedule approach;

• Understand that revenue generated by the sale of

assessment mapping to private industry will be 

distributed back to the municipalities on a grant

formula based on the number of parcels per

municipality. Since 1997 LINC has sold approxi-

mately $170,000 in assessment mapping;
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• Understand that the sale of value-added mapping

products will go toward offsetting the management

costs of the LINC program;

• Understand that there are no assurances of accuracy

or completeness and that LINC products are provided

on an as-is basis; and

• Bear the entire risk of liability, loss and damages

that may be suffered or incurred by use of the data.

Base Map and Core Themes

A successful GIS requires a good base map to act as a

foundation for adding subsequent data. For this reason,

the province-wide Ontario Basic Mapping series

(developed by the Ministry of Natural Resources) and

the Teranet Polaris map product have been used for

positional reference. After compiling the base informa-

tion, the Ministry of Finance hard-copy property maps

were automated to a LINC automation standard by

outside consultants.  

In 1995 the Single Line Road Network database

was populated to meet the requirements of the 911

Public Emergency Reporting Service. More than 100

official plan, environmental and other thematic data-

bases have also been automated on a project basis.

Where possible, all layer information is stored in ESRI

Shape and AutoCAD Drawing formats.  

Property Maintenance

The local municipalities have amended their

subdivision agreements to include the

requirement for the submission of a digital

plan. The specification standard requires o n l y

two layers of information (lines & text), as well

mandating that all line and arc segments be

drawn to legal survey accuracy. Lines must

mathematically close to form the perimeter 

of each lot or block.

The distances and bearings of each line and

arc segment in the digital file must coincide

with the distances and bearings of each line

and arc segment on the hard-copy plan of 

subdivision registered at the Land Titles office.

Since the LINC property base is a hybrid of

survey and non-survey parcels, LINC is in the

process of adopting a GPS control standard for

all new subdivisions.  

After the final plan is automated, civic

addresses are assigned by the local municipality,

and roll numbers are created by the local MPA C

office. The files are cleaned and topology is cre-

a t e d in batch format using the A rcInfo platform.

Data Distribution

The current distribution policy provides for quarterly

municipal updates of the core data themes (for example,

roads and property). Due to the large size of the data-

bases, the information is normally circulated manually

on CD-ROM. 

The entire distribution process will be automated

under the Simcoe Community Access Network (SCAN)

program. Under SCAN, the local municipalities and

the majority of the outside LINC members will be 

connected to each other and the LINC data warehouse

through a 100-MBPS fibre-optic network. Municipalities

will be granted “read/write” access to selected working

directories and “read-only” access to the core themes

on the GIS server located at the County building.

Migrating from Desktop to Browser

With financial assistance from the Ministry of Energy,

Science and Te c h n o l o g y ’s TA P program, the LINC

database was migrated to the Internet in 2000 under

the GOTO B U T TON BM_1_ w w w. d i s c o v e r s i m c o e . c o m

portal. Following an RFP process, Orion Technology

Inc. and ESRI Canada were retained to develop 
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With the click of a mouse, anyone can integrate imagery with

planning and property information — a function previously

available only on expensive desktop systems. Working in 

concert with the Barrie & District Real Estate Board, properties

for sale are now mapped and integrated with other community

information on schools, facilities and businesses.
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the database model and browser interface. The

DiscoverSimcoe application is hosted and managed

internally from the County Building. The project 

objectives are to:

• Provide a one-window Internet access to government

and private-sector data (data that is fit for public

consumption) with generation of maps in real time.

The primary goal is to provide the public, on

demand, with access to detailed community maps

without having to visit several government sites;

• Provide one-window intranet access to LINC mem-

bers to enable information sharing. The primary

goal is to share information so that duplication is

removed. (As an example, one database of parcels

and infrared imagery is being used by 24 separate

organizations);

• Create an easy-to-use interface (Web browser) for

the public and LINC strategic alliance members, 

as well as provide access to the information on

demand around the clock, seven days a week, from

anywhere in the world; and

• Build public- and private-sector partnerships to create

a common database, thus avoiding duplication of

effort and high maintenance costs and at the same

time creating a global presence to facilitate com-

munity and economic development. 

The future of GIS and property management will be

tied closely to the Internet and to community partner-

ship. Although internal savings and efficiencies readily

justify the municipal government investment in GIS

technologies, the true power of GIS will only be attained

when the traditional government databases are con-

verged with community information and disseminated

to the public. 

The County of Simcoe LINC partnership has made

an excellent beginning because of the very generous

participation of all the partners. The database of shared

information is substantial and is constantly available to

the public.

Desmond Lorente is operations manager for LINC and

the President of the Simcoe Community Access Network

(SCAN) Development Corporation. SCAN is a not-for-

profit corporation mandated to improve Simcoe County’s

telecommunications infrastructure and coordinate the

development of broadband community network 

initiatives (www.scannet.on.ca). ■
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By Frank Mayhood

General Manager, IT, City of Kamloops

President, MISA BC

and Per Kristensen

Senior Manager, Engineering and Information Services,

City of Nanaimo

Past President, MISA BC

T
he idea sounds simple enough. The government

of the province and its municipalities both need

consistently accurate information about lands and

land boundaries. Both levels of government collect

and maintain land information. Why not share it, and

save everybody time and money? Simplicity itself.

Oh, we wish! MISA BC and several other municipal

and provincial organizations have travelled a long road

to try to achieve this simple goal. Our story is instructive

to any government body that undertakes an information-

sharing project. It illustrates that the problem is not the

information itself, but the willingness of people to over-

c o m e longstanding differences in practices, including

legislated practices, and to respect and co-operate with

each other.

Current Situation

Here is the difficult situation we are trying to overc o m e .

A digital cadastral map, which depicts the boundaries

that separate one taxable entity from another, is a major

prerequisite to the operation of a municipal geographic

information system. In British Columbia, the responsibility

for the maintenance of property ownership information,

and the boundaries that locate property, is fractured.

Three provincial agencies, a crown corporation and

municipalities share the activities necessary to maintain

the cadastre, along with the community of BC Land

Surveyors (BCLS). 

Each of these players has its own understanding of

how land should be managed and why. Over time, this

diversity has led to critical differences in the definitions

of land-related concepts. Surveyed and taxed parc e l s

are not necessarily the same. Taxed entities such as

Crown Act parcels and leases do not appear in the

land registry system. 

There are subtle differences in the definitions of words

such as “parcel” contained in the Assessment Act, 

the Municipal Act and the Land Titles Act. This has a

significant affect on efforts to automate processes

among municipal governments, various provincial 

government agencies, crown corporations and private

businesses. For example, in the case of the City of

Kamloops, 2.8 per cent of the Assessment “parcels” are

not Land Titles “parcels.” 

As a consequence of these differences in terms, it is

difficult – if not impossible – to automatically match

land attributes collected by BC Assessment with title

information maintained by Land Titles.

There are other problems too. Multiple sources of

cadastral information cause mismatches and errors,

making the data environment difficult for utility com-

panies that must cross jurisdictions.  

Utility companies, municipalities, BC A s s e s s m e n t

and similar groups must each draw a base map of land

boundaries for their own uses. The base map is used to

place information on their services or facilities in geo-

graphic context. Since the needs and resources of each

group are different, so are the sources, timeliness and

accuracy standards that are used to create the base

map. Consequently the information that is collected

and maintained relative to the base map is hard to

share with other groups.

In the current process, the Land Titles Registrar does

not check to ensure that survey plans connect properly

to one another. Gaps between parcels and overlaps of

parcels can and do exist, affecting the reliability of the

title as well as the attributes used as input to assessment

and ultimately taxation of these parcels. 

In the context of a municipality designing a major

road, the lack of shared geographic information has

l a rge real costs. Field surveys involving utility companies

must be conducted early in the design process. Design

changes can cause more fieldwork to be required. Once

the design is complete, each effected utility must update

its records – a process made more difficult by the

incompatible base maps.

This chaotic situation never made sense and makes

even less sense in this digital age. Acute frustration

over issues of land information was a driving forc e

behind the creation of MISA BC in 1995. After years 

of grinding away at it, we can now see the possibility

of a solution. Maybe.
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First Steps

A breakthrough came in the fall of 1999. Stuart

Culbertson, then Chief Information Officer of British

Columbia, accepted an invitation to address the annual

meeting of MISA BC, held that year in Kamloops. The

position that MISA BC members presented to him, which

was later submitted formally in writing, was that the pro-

vincial government should create and maintain a single

digital cadastre. One agency should be charged with the

responsibility for its timely and accurate maintenance. 

Among other recommendations, MISA BC said the

cadastre should be made available to municipalities in

a timely manner, as cheaply as possible. A single defi-

nition of a parcel acceptable to both the Land Ti t l e s

Office and the BC Assessment Authority must be used.

In late 1999, Culbertson called together an informal

steering committee of municipal, provincial and utility

representatives. They agreed to form a partnership to

which each member body would contribute specific data

sets and regular updates to a data warehouse, from which

common land data would be distributed to the members.

Progress To Date

A year came and went, with little to show. At the

September 2000 annual conference of MISA B C ,

Culbertson reported that 15 municipalities, together

with several ministries, Crown corporations and utili-

ties, were trying to build a pilot project for sharing 

of cadastral data. He urged MISA BC members to be

patient and supportive.

To d a y, many more municipalities have signed on to

the project, and we have progressed beyond the pilot

stage to a formal organization with clear goals.

Significant issues remain to be resolved, however.

A constitution and bylaws for the organization – now

called the Integrated Cadastral Information Society

(ICI) – have been completed and adopted by the steering

committee. ICI was registered as a non-profit society in

BC on May 15, 2001.

The constitution recognizes three classes of members:

the province, utilities and local governments. Each

group has five directors on the board. Key decisions

will require a majority from each of the three groups in

order to pass.

Under the constitution, MISA BC, the Union of BC

Municipalities (UBCM) and the Local Government

Administrators Association (LGMA) appoint the local

government representatives. Politically, this is a giant

step for MISA because we are now on the same playing

field as UBCM and the city administrators.

The Data Sharing and Licence Agreement is the final

component that the committee is working on. This

agreement outlines the scope, provisions for licensing,

use, access, maintenance and distribution of the data.

We expect it to be completed by the fall, and then each

partner will sign on to the Society.

At least, we hope they will. As this is written, each

of the organizations – the province, the utilities and

the local governments – are going back to their principals

and getting formal approval to join ICI. The utility

companies, including Telus, BC Hyrdo, Shaw and BC

Gas, will be taking this to their boards for approval.

The local governments each need to sign on, as

UBCM, LGMA and MISA have not authority to bind

them in this agreement. This process could take several

months and may not be successful. So far, 43 of the

p r o v i n c e ’s 178 local governments have signed on, but

some have said they are not in favour unless they

receive a fee for the cadastral data they provide.

This is the big issue – what do local governments

get in return for contributing their data? They have

invested a lot of money to build their own digital base

maps. Clearly they own the most accurate information,

and it would be cheaper for the province and utility

companies to get the local governments to donate their

data rather than having to build it themselves.

Some municipalities fear that the utility companies

or the province may take the initial copy of the land

base and then drop participation in the project. If so,

the local governments will have given up their work

and received nothing in return. ICI needs all of the

partners to buy in and contribute their data or the 

project will fail. 

M I S A BC initially got involved with this project

because of our request to improve the data flowing

between BC Assessment, the Land Titles Office and

local governments. The data-sharing agreement does

not address these concerns.

The positive part of this story, however, is that ICI

represents a genuine public-private partnership. The

utility group is providing 75 per cent of the funding,

while the province puts in the rest. At an ICI meeting

in June, three senior provincial officials attended and

emphasized that the initiative is fully supported by the

new Liberal government.

This initiative, to develop a province-wide spatial

system, is extremely important to all BC communities.

There is no direct cost for the local governments to

participate, yet there is a huge long-term payback in

cost savings and community development. We hope it

will succeed and become a model for information

sharing and municipal partnerships. ■
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T
he Sault Ste. Marie Innovation Centre, a non-

profit research organization, has been working

with EDS Canada to develop and implement an

integrated geomatics model that will provide a complete

decision support mechanism for the City of Sault Ste.

Marie and the local Public Utilities Commission (PUC).

This unique model uses ESRI Canada’s newest

ArcInfo Suite Version 8.1 to integrate the municipality’s

land base, water, sewer, administrative, electric and

telecommunications information into a comprehensive

geodatabase model. This model will provide the City and

utility employees with a state-of-the-art management

tool to increase efficiency, productivity and security.

The Innovation Centre’s model has been developed

to provide a complete decision support tool. This includes

customization of the system for integration with the

corporate system, strategic directions and specialized

software packages.

The result is a corporate database system that is

accessible over fibre-optics networks by employees 

of the City, PUC public works, and police, fire and

transit departments. 

Patrick Planting, geographic information systems 

co-ordinator for Sault Ste. Marie says, "Our goal from

the onset of this project was to develop a network tool

to assist all departments in the efficient retrieval, repro-

duction and analysis of all spatially related municipal

infrastructure."

The model provides three levels of functionality

including a viewer, analysis and editing client. Each

level of functionality involves an increasing level of

skill. The viewer client (ArcIMS) provides an interface to

v i e w, query and print data. The editing client (Arc E d i t o r )

provides the full range of GIS functionality including

modifying and adding data. The analysis client is a

mid-range interface for users with high-end spatial

analysis needs.

The City and PUC’s data are protected by a

custom-designed security system that controls

access to each feature, up to the attribute

level. Each user of the geodatabase has a pro-

file that defines specifically what he or she can

see or modify within the system. All features

within the geodatabase are grouped into con-

texts based on similar access privileges and

common usage.

The Web-enabled approach of the Innovation

Centre’s system also provides an opportunity

for the community to interact with GIS inform a t i o n ,

including road maps, transit routes and utility notices.

The Innovation Centre has a staff of highly skilled

GIS architects, analysts, technician and prog r a m m e r s .

The municipality and PUC of Sault Ste. Marie partici-

pated in the project to ensure that the system fulfills n o t

only current municipal needs but also future needs. 

The Innovation Centre and EDS Canada are pursuing

new opportunities to replicate this corporate geomatics

model in other communities across Canada. Gerry Ta y l o r,

CIO of the Innovation Centre, states: “It’s a wonderful,

easy-to-use model for people to gather and org a n i z e

vast amounts of data. The Innovation Centre would like

to work with other communities across Canada to create

unique GIS models to help municipalities and utility

companies better manage their resources and operations.”

The excitement regarding geomatics and geodatabase

technology can be felt throughout the organization. Mario

Chabot, EDS program manager for the Innovation Centre

project, says: "The new Web-enabled ESRI geodatabase

technology integrates GIS into the mainstream of infor-

mation systems and technologies. Consultants like EDS

will now be able to transparently integrate GIS into any

o rganization's corporate system. As a computer scientist

specialized in GIS, I have been dreaming of such a new

technology for more than 10 years."

Recent meetings with mayors and reeves from small

and rural communities have identified a need for a

specialized geomatics model for smaller municipalities.

The Innovation Centre is pursuing this opportunity by

developing a lighter version of the current models

based on the concept of shared infrastructures among

adjacent municipalities or townships.

This article was contributed by ESRI Canada, an asso -

ciate member of MISA Ontario. For more information

please contact the Sault Ste. Marie Innovation Centre,

www.ssmic.com. ■
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By Nick Tidd

3Com Canada

W
aterloo Region in southwestern Ontario has

something that no other community in the

world has – a new high-speed, high-capacity

information network that promises to give local residents

access to the technology needed to be at the forefront

of information, education and business demands.

Known as the Waterloo Region Education & Public

Network, or WREPNet, this public access data network

is the result of a co-operative alliance between three

city governments, the regional government, the Region’s

public and separate school boards, three public library

systems and one local college – a truly remarkable exam-

p l e of multilateral public-sector co-operation in action!

Just what is WREPNet? It is a high-bandwidth, fibre-

optic enabled data network that, once fully operational,

will interactively link 14,000 computer workstations at

227 sites throughout Kitchener, Waterloo, Cambridge

and the Region’s four rural townships – including schools,

municipal government offices and public libraries. The

system will also include links to ser-

vices such as fire stations, recreational

facilities and golf courses, public

libraries and community colleges.

The idea for WREPNet actually

took hold in 1998 when both the Waterloo Region

District School Board and Waterloo Catholic District

School Board put forward a joint proposal to the

Ontario Ministry of Education to build an information

network that could be shared with other public sector

organizations. 

Since receiving a one-time infrastructure grant of

$10 million from the Ministry of Education, the two

school boards, along with the Region of Waterloo,

the cities of Cambridge, Kitchener and Waterloo and

their public libraries, and Conestoga College, have shared

the cost of building the WREPNet network. They will

also share the cost of operating and maintaining it.

The partners, meanwhile, have also been working

with a number of private-sector companies that have

helped design and build the network. These companies

include project-management specialist Prescient

International, electric-utility-owned fibre-optic cable

installer FibreTech, lease-financing and management

firm MFP Financial Services and 3Com Canada, which

worked with the WREPNet partners to provide the 

configuration, staging and installation of the network’s

gigabit Ethernet switching technology.

This technology was chosen because of its attractive

pricing, flexibility and scalability. 3Com also provides

hardware and software maintenance support to the

network partners.

Structurally, the WREPNet network will provide a

connection between the individual local area networks

(LANs) that now exist within the partner organizations

and provide users with such services as e-mail, We b

access, and shared device and application use. 

WREPNet is self-managed because the partner

organizations have decided to acquire their own net-

work hardware and simply rent optical fibre installed

for their exclusive use by Fibretech. This approach 

differs from a managed solution, which would have

involved contracting for services (fibre and hardware)

from a vendor and paying for the bandwidth used

for WREPNet communications.

By the time the network is completed, all original

partner sites will be connected by one-gigabit fibre-optic

links to a two-gigabit backbone. This will permit the

partners to enjoy reduced systems-management expenses

by centralizing their LAN servers within a community-

based wide area network (WAN) that can provide 

continuous and reliable backup support.

Having started with a prototype network of 15 sites

in January 2000, the entire WREPNet network will be

operational by the fall of 2001, with extra capacity

being built in to permit other public-sector partners to

join in the future.

In essence, the WREPNet network is an enabler that

will provide a cost-effective solution to the ever- g r o w i n g

information and technology needs of the partners.

Schools, for example, will be able to deliver a wide

portfolio of rich media applications to teachers and

students, including live, interactive education events.

The network will also enable teachers to build the

Internet into their regular curriculum to incorporate
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FIBRE-OPTIC NETWORK WILL IMPROVE
Q U A L I T Y OF LIFE IN WATERLOO REGION

WREPNet is a remarkable example

of multilateral public-sector co-operation
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video-conferencing into their daily teaching routines. 

The new network is also facilitating students’

access to the school and local library resources. In

K i t c h e n e r, for instance, students will be able to access

the online card catalogue at their school library – no

matter where they happen to be working online.

Overall, the network will permit

the schools to provide more services

faster and at a significantly lower

cost, giving students the competitive

edge they need for success in today’s

k n o w l e d g e - b a s e d e c o n o m y. And, as most of us know,

bringing the resources and knowledge of the world into

our classrooms is not a luxury. It is essential to educa-

tion in the 21st century.

WREPNet will also make it possible for partners to

exchange and share applications and data. The partners

are already considering several applications. These

applications are distance education, remote registration

for community programs and geographic information

systems (GIS) that can be used by local fire departments,

to name a few.

The result of the partners' joint efforts is a network

designed to substantially enhance data communica-

tions between participating organizations. By combining

their resources, the partners will

be able to provide 

significantly improved, cost-

effective information services 

and access to technology appli-

cations for their clients, thus 

contributing positively to economic growth, prosperity

and overall quality of life within the communities of

Waterloo Region.

Nick Tidd is president and country manager of 3Com

Canada, an associate member of MISA Ontario. He

can be reached at nick_tidd@3com.com. ■

www.wrepnet.on.ca



T
he City of Summerside, PEI, has announced the

creation of Summerside Fibre Net, a project to

deliver high-speed Internet access via fibre-optic

cable to every home in the city, and wireless broadband

access to the surrounding rural communities.

“Our goal is to position Summerside as a technology

leader; to establish and promote Summerside as an

integrated wired community through the collaboration

of various private- and public-sector partners, business

and education institutions; and to improve communi-

cation, increase interaction, and explore new business

opportunities in the electronic age,” says Councillor

Brent Gallant, chair of the Economic Development

Committee.

The community-owned network will operate on a

commercial basis as a partnership of the City, Marconi,

Wireless Island, a community-based organization and

local IT businesses.

Christopher Ogg of Wireless Island says that 12

kilometres of fibre-optic cable will be installed shortly

as the backbone for the network. 

More information is available at www.summerside-

fibrenet.com and www.wirelessisland.net.
Source: CANARIE Inc.
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TOWNSHIP’S NETWORK CREATES JOBS

T
he Township of South Dundas, Ontario, has con-

ducted a “Lighting Up the Township” ceremony

to celebrate the establishment of a community-

owned and maintained fibre-optic network that has

already created new jobs.

David Johnston, chair of the National Broadband

Task Force and president of Waterloo University,

presided virtually over the ceremony on June 14, 

one year after formation of the team that created the

“Smart Township” project. 

Johnston addressed the crowd of 200 by means of

a new videoconference centre in Morrisburg connected

to a site at the University of Waterloo, reports Roy Brister,

chair of the South Dundas Communication Committee.

The fibre-optic system makes broadband access

available to anyone who pays commercial taxes in the

municipality. Brister announced at the ceremony – for

which Industry Minister Brian Tobin sent a letter of

congratulations – that the network had already directly

created 75 jobs in the township.

“Since then we have had more business and indus-

trial inquiries in South Dundas than we have had in

the past five years,” Brister reports.

“South Dundas is now recognized as being well

positioned as a low-cost centre offering quality of

lifestyle and the benefits of high-speed connectivity.”

Brister calls that connectivity “the most important

economic development tool we have ever had in rural

Canada.” 

Source: CANARIE Inc.

SUMMERSIDE, PEI TO BUILD
BROADBAND NETWORK
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By Michelle Carty

triOS Training Centres

I
f you are a Microsoft-certified systems engineer

(MCSE), a Microsoft-certified database administrator

(MCDBA), or a Microsoft-certified professional (MCP)

in Microsoft Windows NT 4.0 and you plan to upgrade

to Microsoft Windows 2000, don’t let yourself get

caught in the year-end crunch. 

December 31, 2001 is the deadline to upgrade to

Windows 2000 to retain certification. There will be no

extension. This date is the final deadline to take Exam

70-240: Microsoft Windows 2000 Accelerated Exam

for MCPs certified on Microsoft Windows NT 4.0. 

MCSEs who are certified in the Microsoft Windows

NT 4.0 track remain certified until December 31, 2001.

The Microsoft Windows NT 4.0 certification remained

valid for more than two years after the exam retirements

were announced. Microsoft has been promoting the

certification alert for two years – and the pressure is now

on. Seating capacity at testing centres will be limited.

Microsoft recognizes the importance of hands-on-

experience and has worked with IT professionals to

establish the new MCSE form. Exams now consist of

in-depth case studies and problem-solving scenarios

requiring test-takers to synthesize their knowledge and

demonstrate Microsoft Windows 2000 skill sets.

The Microsoft Windows 2000 certification track

requires five core exams and two electives. Those who

have passed NT 4.0 core exams (workstation, server and

enterprise) have the option of accelerating by taking one

exam 70-240, which covers four of the five Microsoft

Windows 2000 core requirements. This exam is offered

one time free of charge.

Be aware, Microsoft expects MCSE candidates to

have at least one year of experiencing in installing and

administrating a network operating system to pass the

exams. You cannot simply study and expect to pass. 

A study by Gartner Group predicts that Microsoft

Windows 2000 will be one of the most prevalent

n e twork operating systems by the end of 2001.

O rganizations looking to put mission-critical projects

and servers on Microsoft Windows 2000 realize the

risk factors for supporting it. They will seek the best of

the best for support and maintenance. They will look

for experience and certification!

Industry statistics show that more than 60 per cent

of organizations hire outside IT support to assist with

deploying Microsoft Windows 2000.  

Some ask, “Why Upgrade? Why retire the NT 4.0

track early?” The pace of database  technology is

changing faster than ever before, sometimes within as

little as a 12-month window. Staying current is critical

for the success of the majority of organizations.

More information on obtaining your MCSE

Windows 2000 certification is available from triOS

Training Centres.

Michelle Carty is the government corporate account

manager at triOS Training Centres, designated as Certified

Technical Training Centre of the Year 2001 by Microsoft

Canada, and an associate member of MISA O n t a r i o .

She can be reached at michelleca@trios.com. ■
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N
ew concepts in Canada’s

broadband infrastructure will

be explored at a three-day

conference to be held by CANARIE

Inc. during November in Toronto.

CANARIE's seventh annual advan-

ced networks workshop, "Building

Canada's Innovation Infrastructure

for Advanced Applications," will be

held November 27-29 at the To r o n t o

Congress Centre.

“Following the recent release of

the National Broadband Task Force

report, there is increased awareness

that a national broadband infra-

structure serving all Canadian com-

munities will be critical to Canada's

ability to innovate,” says Bill St.

Arnaud, senior director of network

projects for Ottawa-based CANARIE,

Canada’s advanced Internet devel-

opment organization.

“In the future, research, education

and innovation will not be solely a

product of universities and research

centres. A national innovation infra-

structure will permit all Canadians

in our schools, communities and

businesses, no matter how remote or

how distant, to be full participants

in developing and using innovative

applications and services.

“New concepts involving ‘grids’

and ‘eScience’ are coming to assume

greater importance in many branches

of science.”

Details and online reservations

are accessible at www.canarie.ca.

ALL COMMUNITIES NEED
BROADBAND, REPORT SAY S

KITCHENER WINS AWARD FROM ESRI

NEW CONCEPTS
IN NETWORKS
TO BE EXPLORED
AT WORKSHOP

T
he City of Kitchener, Ont., has

won an award from ESRI Inc.

for creating a simplied portal to

corporate information.

The award was presented at the

21st annual ESRI International User

Conference in San Diego, California,

held July 9-13. More than 10,000

people attended the conference,

the largest gathering of GIS profes-

sionals in the world.

Kitchener was the first-place

winner of the Internet Map Service

competition. Its application, known

as Corporate Information A p p l i c a t i o n

(CIA), is a customized A rc I M S

implementation that integrates GIS,

data warehousing and d o c u m e n t -

viewing technology together in

one system. 

The information is accessible by

all staff, with minimal training. The

system is used by more than 200

staff generating 1000 to 2000 hits 

a day, ESRI Canada said in a news

release.

T
he National Broadband Task

Force has recommended that-

communities across Canada

become involved in a national

effort to make access to broadband
services universally available.

The report of the task force, The

New National Dream: Networking

the Nation for Broadband Access,

was presented June 18  to Industry
Minister Brian Tobin.

Tobin, whose department is

preparing a plan of action, said in a

news release: “Building broadband

networks that will reach even the
most remote communities is critical

to Canada's economic well-being. I t

is a nation-building challenge that

will require creative partnerships

and collaboration between govern-
ments, the private sector and 

communities nationwide.”

Major findings and recommen-

dations of the task force include: 

• All Canadians should have

equitable and affordable access

to broadband services; 

• Focus should be on communi-

ties where the private sector is

unlikely to deliver services; 

• First Nation, Inuit, rural and

remote communities should be

a priority along with public

institutions (learning institutions,

libraries, health care centres

and public access points); 

• Investment estimates for deploy-

ment of broadband infrastruc-

ture vary widely depending o n

whether they include support for

transport to communities or acc-

ess within communities, as well

as depending on the combina-

tion of technology solutions; and

• Accessibility means more than

infrastructure. It also means

content, services and building

community and individual

capacity.

A copy of the report is available

at http://broadband.gc.ca.



D
uring the past month, two new securiy threats

received substantial media coverage. Although

both the Code Red worm and SirCam virus

were (and are) real threats, neither caused enough

damage to justify sustained front-page coverage. In this

sense, both threats were media disappointments that

might, unfortunately, cause us to pay less attention to

the next incident.

CanCERT issued its first warning on Code Red on

the afternoon of July 17. I immediately forwarded it to

those on my municipal security mailing list. (If you wish

to be added to this list, just send me an e-mail. I keep

mailings to a minimum, forwarding only items that seem

especially urgent or relevant.)

After confirming that we at Peel Region had applied

the required patch to our own IIS Server, I happened to

be accessing the Internet from home later that evening.

At about 10:30 pm, response time ground to a halt for

about an hour – due entirely to Code Red's impact 

on net traffic.

At the next GovIRT (Incident Response Team) con-

ference call, we learned that an estimated 360,000 IIS

servers worldwide had been infected with Code Red.

Since Code Red II was due to hit on August 1, there

were urgent requests for everyone to apply the patch

to avoid a repeat. Even with these warnings, several

thousand servers were newly infected after August 1,

including a few owned by GovIRT members. For

instance, one provincial government reported that

servers in many schools had still not been patched.

(There may have been no one to attend to them during

the summer months.)

The same period marked the arrival of the SirCam

virus, reputed to be particularly nasty and difficult to

get rid of, once infected. (In the terminology of the

security community, it is "sticky" because it can hide 

in many system files.)

SirCam immediately shot to the top of the GovIRT

virus charts, accounting for about 60 per cent of all

detected viruses. At the same time, total reported virus

attacks increased substantially in late July and early

August, with the increase directly related to SirCam.

F o r t u n a t e l y, very few GovIRT members reported

incidents in which SirCam had penetrated their firewalls

and infected government computers. This implies that

governments are getting much better at ensuring that their

anti-virus software is updated frequently (perhaps daily). 

Many governments, including Peel, are also blocking

all files containing Visual Basic scripting, the most

prominent source of many recent viruses (Love Bug,

Kournikova, SirCam).

One agency that did report two computers infected

by SirCam tracked the problem to e-mail accessed 

via Hotmail. Fortunately, when the virus attempted to

replicate using this agency's e-mail address book, it

was detected and prevented by their e-mail anti-virus

software. Thus isolated, it was relatively straightforward

to clean the virus from the infected computers.  

As a result of this incident, Peel has finally taken

the previously considered step of blocking access from

our network to common personal e-mail services, such

as Hotmail. While we understand that some of our

employees like being able to access personal e-mail

accounts from our network, we are not obligated to

provide this service, and certainly not when it creates

a security "hole" that could potentially disrupt our

entirely community of network users.

The good news is that we have generally survived

these two latest incidents relatively unscathed (so far).

We survived because we are all paying much more

attention to security issues. We should not be compla-

cent, however.

The vandals are still knocking on our doors. We

held them off this time, but there will be a next time

and a time after that.

wisemanr@region.peel.on.ca ■
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Regular membership is available to municipalities in Canada.

Affiliate membership is available to any federal, provincial or 

municipal government, boards, agencies or commissions and to

municipal professional associations.

Associate membership is available to non-government organiza-

tions providing products, professional expertise or management

consulting services to local government authorities.

A subscriber fee is available to municipalities wishing to receive 

Municipal Interface.
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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
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Phone:  905-602-4564  Fax:  905-602-4295
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