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By Lawrence Moule
Co-Editor, Municipal Interface

The Municipal Information Systems Association
has extended its reach across the country with
nationally coordinated initiatives. New chapters

representing the Prairie provinces and Atlantic Canada
have joined the longstanding Ontario and British
Columbia chapters. MISA also has a national coordi-
nating body with an executive.

The new chapters will hold their first meetings 
this fall. The national coordinating body, called the
Municipal CIO Council (MCIOC), will proceed with
plans to build MISA Canada as an “organization of
organizations” to promote municipal IT interests and
share information and best practices.

Frank Mayhood, president of MISA BC, is co-chair
of the MCIOC along with his counterpart from MISA
Ontario, Jim de Hoop.

Mayhood told Municipal Interface: “A strong tech-
nology voice at the national level for municipalities is
an important prerequisite to municipal participation in
the national e-Government agenda. Municipalities are
the front door to citizens and must play a prominent
role in the design and implementation of citizen-centred
service delivery. MISA Canada will give us a vehicle to
develop consensus and make municipal concerns heard.”

Municipal IT professionals from across Canada
agreed on these initiatives at a meeting of the MCIOC
on May 27 during the Lac Carling VI conference – an
annual conference in St. Sauveur, Québec, organized

by the Public Sector CIO Council of Canada and
attended by senior IT executives from federal, terri-
torial, provincial and municipal governments.

Among the attendees were Peter Bennett, manager
of information systems for the City of Winnipeg, and
Maurice Gallant, manager of information and commu-
nication technology for the City of Fredericton and
also president of e-Novations, the municipally owned
telecommunications company. They agreed to be 
the initial presidents of MISA’s Prairie and Atlantic
chapters, respectively.

Regional Issues
Gallant said in an interview that the chapter’s first
meeting will be held Sept. 27 at Moncton City Hall.
Representatives from about 50 municipalities in the
four Atlantic provinces will be invited.

Helping to organize the meeting are Steve Mitton
(Continued on page 4)

MUNICIPAL

Interface

NEW MISA CHAPTERS FORMED
IN PRAIRIES, ATLANTIC CANADA

S E P T E M B E R  2 0 0 2 , V O L . 9 , N O  4

Journal of the Municipal Information Systems Association

ALSO IN THIS ISSUE
FOCUS ON CITIZEN-CENTRED SERVICES

PAGE

Ottawa reconsiders e-strategy 22
Nanaimo’s voters register online 24
What’s a portal for, anyway? 25
Abbotsford shares GIS database 28
Winnipeg’s Permits Online service 30
Linking GIS and workflow 32

Coverage of Ontario annual conference, page 11



Your questions are many, your answer is UNITY.

Electronic Service Delivery 
keeping you up at night?

©2002 Teranet Enterprises Inc. Unity is a registered trademark of Teranet Enterprises Inc. Teranet is a registered trademark and the gateway design is a 
trademark of Teranet Inc. All rights reserved.

The Unity framework provides transaction processing to meet your and your 

constituents needs. Adaptable and readily integrated with other systems, 

the Unity framework can help you deliver electronic services today.

Contact us at 1- 866- 237- 5937 or unity@teranet.ca
Website: www.teranet.ca



Interface

3

MUNICIPAL Interface SEPTEMBER 2002

Journal of the Municipal Information Systems Association
Suite 910, 2680 Skymark Avenue, Mississauga, ON L4W 5L6

Phone: 905-602-4564 Fax: 905-602-4295
MISA Web sites: www.misa.on.ca and www.misa.bc.ca

JOURNAL PRODUCTION
Chair, Communications Committee: Kathryn Bulko (Toronto) 416-397-9921

Co-Editors: Lawrence Moule 416-458-4410; Jane Morgan 416-488-4961
Design: Natalie Coombs    Printer: Select Printing, Toronto

ADVERTISING RATES
$1,350   pre-printed insert       $1,200   back page     $900, inside front

$600 1 page $400 1/2 page $250 quarter page $150 business card

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

not necessarily reflect those of the Municipal Information Systems Association.
No part of the publication may be reproduced by anyone 

without prior written permission from MISA.
Copyright 2002 Municipal Information Systems Association

MUNICIPAL

KEEPING IN TOUCH

NEW INITIATIVES, NEW TIES
By Jim deHoop
President, MISA Ontario

TABLE OF CONTENTS

Relations with Ontario improve 5

MISA Ontario conference report 11

Showcase Ontario expands 20

Ottawa reconsiders e-strategy 22

Nanaimo’s voters register online 24

What’s a portal for, anyway? 25

Abbotsford shares GIS database 28

Permits Online in Winnipeg 30

Linking GIS and workflow 32

E-government worldwide 35

Municipal news 36

After a long lazy summer, this issue of Municipal
Interface should give you lots of interesting
ideas and news on upcoming activities.

We’ve included a list of associate members who
play a vial role in the continuing success, not only of
this journal, but of the MISA Ontario chapter. For the
first time this fall, the MISA BC Conference in Kelowna
(September 23-25) will welcome international guests –
two representatives of GMIS (Government
Management Information Sciences, our equivalent
organization in the United States). Details are available
at www.misa.bc.ca.

For those in central Canada, you’ll enjoy this issue’s
coverage of MISA Ontario’s conference in London in
June. I would also encourage you to visit the Showcase
Ontario conference on September 9-12 at the Metro
Toronto Convention Centre.

You can also read about further activities of the
Municipal CIO Council and the closer ties that we are

developing with the Province of Ontario and other
organizations. Our latest alliance partnership of interest
is with the Regional Networks of Ontario (RNO),
which represents community-based technology networks.
As Roy Wiseman writes on page 5, of all the provincial-
municipal technology issues, sharing network infra-
structure seems to offer the greatest opportunity and
the greatest challenge.

Following a meeting with RNO representatives at
the MISA Ontario conference in London, a draft strategic
alliance document was developed for ratification by
the executives of both organizations. At the very least,
it is obvious that we need to use existing municipal or
other community-based networks to consolidate multiple
GO-net connections for the majority of Provincial gov-
ernment data network traffic, along with the network
traffic of related academic and institutional organizations.

jdehoop@city.kingston.on.ca. �
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NEW MISA CHAPTERS ORGANIZING
(Continued from page 1)
of Moncton and Bill Todd of Saint John, as well as
Chuck Keith of Halifax. 

Gallant said the one-day meeting will be an
“exploratory get-together.”

“I can wear the president’s title until that meeting,”
he said, “but then we will see what folks want to do,
how they want to structure the Atlantic chapter, and
who they want to lead it.”

Gallant said that in past years efforts to form a
regional municipal IT group have failed to find a
common ground between the few large municipalities
with dedicated IT resources and the vast majority of
small communities where IT management is only
part of an administrator’s job.

Now, however, the opportunity to be part of a
national initiative, and to speak with a collective voice
to other organizations and levels of government, 
provides a stronger foundation for the Atlantic chap-
ter. There is also an incentive to make the region’s 
e-Government innovations better known.

“There is a lot of good work going on in Atlantic
Canada,” Gallant said. “Our biggest fault is that we
tend not to boast about it. We just hunker down and
do it, and nobody sees what is going on. The MISA
Atlantic chapter can give a public-relations boost to
our e-Government initiatives.”

Establishing Communications
In the Prairie chapter, the five initial members are
Calgary, Edmonton, Regina, Saskatoon and Winnipeg.
Member representatives will be inviting fellow profes-
sionals from within their provinces to come to the
chapter’s first meeting, at a time and place in the fall
not yet determined.

“The Prairie chapter will need to register the name
and incorporate and draft bylaws at some point, but
I think we can pursue things initially without formality,”
Peter Bennet said. “Our main agenda is just to establish
communications and share ideas and best practices.”

Bennett said that the Prairie chapter, like the
Atlantic chapter, will need to deliver value to members
by addressing issues specific to the region.

“Most Western Canadian cities don’t have regional
government, unlike Ontario and BC,” he said. “Within

our jurisdictional boundaries, we do everything –
water, streets, fire, ambulance, property assessments,
transit. There is no second tier. There’s the province
and us.

“We also have a common cultural bond. If we
need to talk to other professionals about technologies
for police, or tax rates or street construction, usually we
use other western cities as comparative benchmarks.”

The Prairie chapter will receive administrative
help from MISA BC, and both chapters will look to
the MCIOC for assistance as needed.

National Goals
At the Lac Carling meeting, MCIOC representatives
developed goals for the new national body, as follows:
• Create an umbrella organization and structures,

gradually moving some MISA functions to the
national level;

• Maintain and enhance MCIOC as a forum for 
information interchange;

• Help new chapters to organize; and
• Recommend a funding/fee structure to support the

national organization.
MISA Ontario’s executive has already moved to

increase membership fees effective in 2003 to help
support the national body. President Jim de Hoop, 
in announcing the new national initiatives at the
Ontario annual conference in Kingston on June 11,
said the goals of the MCIOC are “consistent with the
vision of an organization of organizations, and with
the idea that we should share first, and merge at a
later date if the time is right.”

De Hoop said MISA needs to have a national
focus in the era of electronic service delivery.

“Now, more than ever, effective delivery of public
services requires collaboration among different levels
of government. A strong municipal voice is needed
at this time.”

De Hoop said the MCIOC wants to have active
contact with Quebec’s municipal IT organization,
known as IMQ.

The MCIOC executive consists of co-chairs De Hoop
and Mayhood, and members Bennett, Gallant and Louis
Shallal of the City of Hamilton. A second member
from MISA BC will be added, and the executive
intends to invite a representative from IMQ to join. �



By Roy Wiseman
Director, IT Services, Region of Peel, Ontario

It has certainly been an interesting few weeks on 
several fronts, involving provincial/municipal IT 
coordination. Only time will tell whether the 

recent flurry of activity will produce results but, if 
willingness to talk is a measure of commitment, then
we can be optimistic.

Meeting with Ontario’s CIO
At the recent Lac Carling VI conference in Saint
Sauveur, Québec, a group of Ontario municipal repre-
sentatives met with Greg Georgeff, chief information
officer for the Province of Ontario, and Joan McCalla,
chief strategist.

The purpose of this meeting was to identify specific
areas where municipalities could work with the Province
on technology issues in general and specifically on inte-
grating provincial/municipal electronic service delivery.

A number of opportunities were discussed:
Integrated applications, including:
• Municipal licences and permits into the Ontario

Business Connects one-stop portal for business;
• Municipal participation in single change-of-address

applications.
Integrated information
• Providing links from provincial Web sites to related

municipal services and vice versa.
Integrated infrastructure 
• Network infrastructure;
• Authentication services (for example, public key

infrastructure);
• Other services available through iServ Ontario.
Shared/common standards and procedures
• Data standards (for example, address formats);
• Data classification standards (such as levels of 

confidentiality);
• Security standards and policies.
Shared data repositories
• Ontario Geospatial Data Exchange for GIS data.

As part of this discussion, Georgeff emphasized that
he isn't interested in “meeting just to talk,” but is very
much committed to working with municipalities to
achieve concrete results.

This commitment was strongly reinforced at the
MISA Ontario annual conference in London. Georgeff

opened his keynote address by noting that he had
taken time out from his vacation to attend our event
“because it’s important” – important for the Province
and municipalities to work together on these issues,
because neither of us can do it alone and because our
residents and businesses will benefit from an integrated
approach from all levels of government.

Conference attendees were both impressed and
inspired by the strength of Georgeff’s commitment. In 
a subsequent meeting of the MISA Electronic Service
Delivery Working Group, under the leadership of
Ralph Blauel of Region of Halton, we renewed our
commitment to move from general discussion to 
actually making things happen. 

To this end, the group will attempt to identify the
most promising opportunities and set specific objectives
to be achieved over the coming year. In this regard,
your suggestions are welcome and can be forwarded
to Ralph at blauelr@region.halton.on.ca.

Ontario Works Computers and Network Equipment
In parallel with these general discussions, municipalities
have been working with the Province on two specific
issues.

The first involves provision of computer hardware for
Ontario Works. At present, Ontario Works computers
and network equipment (hubs, routers) are provided
through a provincial contract and supported through
provincial suppliers. 

Although this arrangement simplified provincial
support for their Ontario Works application, it has
made it difficult for municipalities to install and sup-
port other municipal applications on these computers
or to integrate them into established municipal network
environments.

It now appears that municipalities will be able to
supply and support their own computer hardware for
Ontario Works, once current leases expire (in 2002-
2003). At a meeting arranged at the MISA Ontario con-
ference in London, provincial representatives dis-
cussed issues and options relating to this possible
change and asked for feedback from their municipal
counterparts. Subsequent meetings to discuss the transi-
tion have been arranged throughout the province and
have included both program and technical staff from
both the Province and municipalities.
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COLLABORATIVE MEETINGS HELP
IMPROVE RELATIONS WITH ONTARIO
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This process of meeting first with municipal IT staff,
through MISA, to discuss technical implications related
to the delivery of a specific municipal program is a
new and welcome initiative by the Province and is
consistent with Georgeff’s commitment to working
with MISA.

Shared Network Infrastructure
Of all provincial-municipal technology issues, sharing
network infrastructure seems to offer the greatest
opportunity, while also presenting the greatest challenge.

There are now dozens of community-based networks
(CBNs) in all parts of Ontario, each with its own char-
acteristics, organizational structure and technology.
Many of these networks connect facilities from several
sectors – municipal, education, health – and possibly
including local businesses and even residents. While
a few of these networks are municipally led and owned,
the lead agency for others may be a utility, board of
education, hospital, college or university, or library.

In parallel with these community-based networks,
the Province has been undertaking its own network
initiatives under the banner of the Integrated Network
Project (INP):
• GO-Net Services connect provincial offices and

other agencies delivering provincially mandated
services. A single community may have separate
GO-Net connections in multiple municipal offices,
(for example, Ontario Works, Health, Provincial
Offence Notices), as well as Children's Aid, courts
and so on. MISA has, for some time, been promoting
a “single point of presence” to reduce provincial
costs and enhance services by consolidation of
multiple separate links into a single high-speed
connection. 

• Smart Systems for Health (SSH) has a mandate to
connect Ontario health care providers, including
hospitals, clinics, community care access centres,
doctor’s offices, pharmacies and even municipal
health departments implementing provincial initia-
tives such as the new ISCIS system. SSH proposes
to provide separate connections to each organization,
even where multiple organizations (such as hospitals
and clinics) are already connected through an
existing community network.

• ORION (Ontario Research and Innovation Optical
Network) has a mandate to connect Ontario post-
secondary educational institutions and teaching
hospitals. (Theoretically, teaching hospitals will 
be connected through both SSH and ORION).

Notwithstanding legitimate concerns about confi-
dentiality, reliability and liability, community network
leaders have proposed that the province take advantage

of existing CBNs, where they exist, rather than overlay-
ing yet another network (or three separate networks)
within the community. (It should be noted that the
Province is not proposing to build its own networks
under the INP initiative. Instead, it will purchase ser-
vices from telecommunications providers.)

In some cases, it has been argued that removing
hospitals or schools threatens the very viability of the
CBN, for which these locations may serve as “anchor
tenants.” In addition, the provincial approach provides
province-wide connectivity within a specific sector but
does nothing to enhance connectivity between sectors
within a community. Surely, electronic service delivery
requires both types of connections.

Until now, it has been difficult to begin a dialogue
on this issue. In addition to the three separate initiatives,
each with its own set of players, INP is bound up in a
contract between the Province and EDS (Electronic
Data Systems), such that it has sometimes been diffi-
cult to determine whether CBNs should be speaking to
provincial representatives or to EDS. But now there are
signs that the deadlock may be broken. 

Community Networking Workshop
On June 24-25, the Province arranged a workshop
between CBN representatives, as identified by Regional
Networks of Ontario and those involved in the provin-
cial INP initiative. This meeting, held at a location
near Barrie, featured an excellent exchange of infor-
mation on the state of the various initiatives, as well
as a 
discussion of the obstacles to achieving the full inte-
gration envisioned by the CBNs.

The key obstacles seemed to be as follows:
• The Province has a commitment to service standards

and service level agreements that it would impose
on private-sector suppliers. To what extent can
CBNs meet those standards and, more importantly,
commit to meeting those standards? What penalties
would they be willing to accept for non-confor-
mance? Should (and can) the Province accept a
lesser degree of commitment from CBNs than from
other providers?

• In addition to performance guarantees, there is the
issue of legal liability, should anything go wrong.
Again, the Province has imposed liability provisions
on other providers that may not be acceptable – or
affordable – for CBNs.

• Would CBNs be required to compete with other
potential providers within a given community? If
so, can the process be structured so as to give the
CBNs a reasonable chance? (For instance, most
CBNs can provide connections only within a given
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MISA Ontario Associate Members – 2002

municipality, county or region. An RFP requiring
coverage over a broader area could automatically
exclude them.)

• Could CBNs even be offered first right of refusal,
subject to their accepting certain conditions? 

• Is there a compelling business case for the Province
to work with the CBNs, which potentially means
different arrangements in each community, rather
than preferring Province-wide solutions?
Despite these obstacles, which appear formidable,

there are opportunities for moving forward.
• Because many CBNs already support critical 

services such as fire, police and hospitals, 
some have developed service level agreements 
and the organizational resources to deliver on 
their commitments.

• Not all services/connections require 100-per-cent
reliability or give rise to liability concerns. In fact,
the great majority do not. Perhaps CBNs could be
given the opportunity to provide “non-critical” 
connections. In this regard, using existing munici-
pal networks to consolidate multiple GO-Net 
connections should be a “no brainer.”
As these points illustrate, the challenges are sub-

stantial, and there is limited opportunity before other
arrangements will be in place. Nevertheless, we are

encouraged by provincial willingness to at least 
discuss alternatives.

The outcome of the June 24-25 workshop was,
again, a commitment to continue the dialogue over the
summer. MISA will be represented in these discussions.

Cooperation is Essential
As Greg Georgeff told MISA Ontario conference atten-
dees, our success in meeting public expectations for
seamless electronic service delivery is dependent on
working together. None of us can do it alone.

Fortunately, three conditions now seem to be in
place to facilitate cooperation in Ontario:
• Provincial CIO and senior staff who understand the

need for and value of working with municipalities;
• Municipal IT leaders who likewise recognize the

value of working collaboratively with the Province;
• MISA’s organization, which can represent municipal

concerns, identify opportunities, and bring together
groups of municipalities to provide feedback or
work collaboratively on specific initiatives.
The Municipal CIO Council and the new MISA

chapters must work to encourage development of 
similar conditions in other parts of the country, where
they don’t exist – and, where they do, to take advan-
tage of them. �
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MISA BC 2002 CONFERENCE 
September 23 – 25, 2002 ~ Kelowna, BC 

Networking for Success 
 

The 2002 MISA BC Fall Conference Committee is very excited to announce this year’s fall conference. 
With a variety of superb speakers; the companion program; wine tours; and the awesome facilities provided by 
The Grand Okanagan Lakefront Resort and Conference Centre – Kelowna has it all! This is going to be an action 
packed conference with quality exhibitors; dynamic speakers, workshops and sessions – and an opportunity for 
MISA members to network in the sunny Okanagan. 

Be sure to register on-line before August 7th to take advantage of the 
Early Bird Registration fee of only $199. 

 

 

WINE TOURS: 

Monday, September 23th, 2002 – 2:30 pm – 5:30 pm 
Groups of 40 will be escorted to the various wineries in the Kelowna area for a full afternoon 
of tours and wine sampling.  Experience Okanagan Wine Country!
 

 

WELCOMING RECEPTION: 

Monday evening – 6:00 pm – 9:00 pm 

A tremendous  networking. opportunity held in the trade show area with hot & cold Hors 
d’oeurves as well as live entertainment, activities and door prize draws.  
 

 

VENDOR TRADE SHOW 

Open Monday, Tuesday and Wednesday 
See the latest in the Industry on the trade show floor with over 30 different vendors. 
 

 

HOSPITALITY SUITES: 

Monday and Tuesday evening – 9:00 pm – to the end of the evening… 
Be sure to visit the sponsored Hospitality Suites. 
 

 

GALA BANQUET WITH THE OKANAGAN SYMPHONY ORCHESTRA: 

Tuesday evening – 6:00 pm – 9:00pm 
After a full day of visiting the trade show and participating in the sessions and workshops – you will be impressed by the 

dinner prepared by The Grand’s award-winning chef followed by some of the Okanagan’s musical talent. 
 

 

COMPANION PROGRAM: 

The Companion program will encompass many different social activities throughout the conference including the wine tours 
and an art walk.  Plus the companions are welcome to attend each of the social events including the Gala Banquet. 
 

 

ACCOMMODATION AND CONFERENCE FACILITY DETAILS: 

The Grand Okanagan Lakefront Resort & Conference Centre 
1310 Water Street - Kelowna, BC – V1Y 9P3 

 

1-800-465-4651 
www.grandokanagan.com 

 
Blocks of rooms will be held for MISA BC until August 7, 2002. When booking, 
make sure you specify you are part of the MISA BC Conference and take 

advantage of the special rates for conference participants. All activities will be 
taking place at The Grand Okanagan.  The hotel is located on Okanagan Lake and 
is in close proximity to Lake City Casino, Sky Reach Place, and downtown. 
 

 

REGISTRATION INFORMATION: 

Register on-line at the MISA BC web site – www.misa.bc.ca.  Early Bird Special: $199 register and pay by August 7th, 2002 

– Regular Registration: $300 after August 7th, 2002.  Payment in full must be postmarked prior to the early bird deadline 
date to receive the discount.  Please make cheques payable to MISA BC and mail them to: 

MISA BC 2002 Fall Conference - Attendee Reg. - #101, 1001 West Broadway, Unit 758 - Vancouver, BC - V6H 4E4 

www.misa.bc.ca 
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MISA ONTARIO CONFERENCE 2002:
FINDING THE WOW FACTOR!
By Jane Morgan and Lawrence Moule
Co-Editors, Municipal Interface

When the organizers of the 2002 MISA
Conference and Trade Show coined the
theme “Electronic Service Delivery,”

they intended it to describe the scope and content of
the conference.

But in fact, the conference on June 9-12 in London
delivered much more – it was an inspiring event that
showed municipal IT professionals what the next 
level of challenges will be, and in so doing raised 
the standard of excellence for all future MISA Ontario
conferences.

The event revealed that municipalities are already
looking beyond the preoccupations of ESD – cost savings,
24x7 and so on. The next stage is to unify government
services and engage citizens through what Lori MacMullen,
CIO of New Brunswick, called the “wow factor.”

In describing the Service New Brunswick strategy
during her keynote address in the Best Western-
Lamplighter Inn on Monday, June 10, MacMullen said:
“We have to promote single-image government. We
have to get our service delivery right before we can 
get people engaged in government.”

MacMullen said a “wow factor” is needed to enable
and encourage all citizens to participate online in a
globally competitive economy. Governments are being
measured against the private sector in meeting service-
delivery expectations. 

“ESD is no longer just about, ‘Can I get my driver’s
licence in two minutes?’ she said. “It’s about, ‘What more
value are you going to add to my life as a citizen?’ ”

The conference showed that MISA is increasingly
important in showing municipalities the way forward.
A ceremony on Monday marked the release of the 
City Hall Online report, the first of its kind in Canada
to document municipal progress in e-Government.

In announcing the distribution of the report throughout
Ontario, Michael Fenn, deputy minister of the Ministry
of Municipal Affairs and Housing, said, “It establishes
a benchmark – and sets a milestone – in illustrating

what progress governments are making to achieve full
municipal e-government across this province.”

Other conference highlights are detailed in separate
articles in this issue, including:
• Announcement of new MISA chapters and a

national role for the Municipal CIO Council;
• A no-nonsense commitment from Ontario CIO

Greg Georgeff to work cooperatively with munici-
palities (“I’m not interested in just talk!”); and

• The first concrete service implementation resulting
from the Connect Ontario program, in the Town of
Tillsonburg (see the News section).
MISA also enhanced its service delivery. It used 

the e-RegisterNow! service from associate member
Interware.Net Inc. to enable the record 250 municipal
delegates to register online, and 85 per cent did so.

Conference presenters discussed a wide variety of
strategies, systems and services, all intended to go
beyond mere service delivery to the “wow” level. 

A sampling of presentations are summarized
below; more are available via MISA Ontario’s Web site
and at www.city.london.on.ca/2002MISAconference.
(Continued on page 14)

Great performance – Melissa Urban, left, manager of tech-
nology development for the City of Windsor, and Helen
MacLaren, database administrator for the Municipality 
of Chatham-Kent, join entertainer and retiring Teranet
employee Ed Fagan for an impromptu song on Monday
evening. The MISA Ontario conference featured many out-
standing moments of professional presentations and fun.
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Members of the Steering
Committee of the City Hall

Online report are, from
left: back row, David

Kennedy and Jim de Hoop,
co-chairs; Mark Lehmann,

Lorne Seaton, Geoffrey
Gladdy, Andrew Kuczer,
Karl Cunningham; front

row, Ruth Gastle, Kathryn
Bulko, Debbie Millar and

Sophie Maksym.

During the Sunday
afternoon golf tourna-
ment, Grant McLevy,
director of personnel
and communication

for the County of
Grey, stands proudly

at the 11th hole,
where he shot a hole

in one using a ball
donated by Nex

Innovations.

Far right, Conference
Chair Karl Drysdale

and MISA Ontario
Vice-President Kathryn
Bulko pause beside the

MISA ice sculpture at
the opening reception.

At left, Deb Keats 
of the Municipality
of Chatham-Kent,
centre, chats at the
CDI Corporate
Education Services
exhibit booth with
Lori Hawkins
Tsekouras, left, 
and Patty Brown.

Ontario CIO Greg Georgeff,
above, addresses delegates.
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Above, delegates gather in the Atrium of the Best
Western-Lamplighter Inn to meet and talk.

Right, Bruno Mangiardi of Greater Sudbury, right, 
confers with James LeCraw and Carla Stachowski 
of Computers For Schools – Ontario

Left, Jean McNulty
of Ontario
Management Board
Secretariat, an 
ex-officio member
of MISA Ontario’s
board, talks with
Louis Shallal of the
City of Hamilton
and Bob Kennedy,
producer of
Showcase Ontario.

Below, at the Tuesday night ban-
quet, Lorne Seaton of the City of
London presents Lisa McGuire of
the County of Renfrew with a 
prize from casino night.

MISA Ontario President Jim de Hoop, above far right, presents the Associate
Member of the Year Award to members of the Teranet Enterprises conference
team: from left, Ed Fagan, Andy Mackie, Antoni Wisniowski and Mike Power.
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(Continued from page 11)
London Police 
Keynote speaker Eldon Amoroso, senior director of the
Information and Technology Branch with the London
Police Service, demonstrated the service’s world-leading
communications system. 

It has been evolving since 1992, and now, 10 years
later, 100 per cent of investigations – from shoplifting
to homicide – are completely electronic. 

“Police reports are entered in a laptop right in the
patrol car,” Amoroso said. “Any sergeant can bring up
on a screen the entire history of an investigation –
from relevant statutes to an arrest to a Crown brief.
Supervisors also have access to the complete investiga-
tion within minutes.”

Reports are available minutes after completion,
leading to better service and enabling all the major
investigative areas of the organization to work together,
saving time and money. Patrol planning is much easi-
er, offsite replication produces backup reports and,
because mug shots are available onscreen, officer safe-
ty has increased.

Key lessons learned included the importance of
involving end users in the planning, of making proper
use of private sector partners, of having committed
senior management, and of piloting small areas to
debug the process and technology. 
ESD and Government Strategies 
Art Daniels, assistant deputy minister with the Cabinet
Office in the Ontario Public Service Restructuring
Secretariat, talked about the importance of knowing
customers and what they want.  

“If people have to call back four times, you’ve lost
them,” he said.

Hence Ontario’s strategy to bundle programs and
services around events in a person’s life (birth, marriage,
child care, lost wallet). Similarly, integrating access
across all three levels of government is essential, Daniels
told delegates.

County of Simcoe
CAO Helen MacRae of Simcoe Country – the second
largest county in Ontario, with 16 municipalities and
235,000 people – explained to delegates how Simcoe
restructured using the customer service model, using
technology to underpin all the new services. 

These efforts have now resulted in five converged
departments (from an original 12), 32 County councillors
all using laptops, and Web access for agendas and
minutes (www.county.simcoe.on.ca).

ESD for Individuals
Dave Howden, director of ESD Implementation
(Individuals) with Ontario, stressed the importance 
of “giving customers one access point according to
their requirements, not ours.”  

Success will depend, he said, on common IT&I
standards, the ability to build and sustain public confi-
dence in ESD, and comprehensive privacy standards.

Islands of Information
Tuesday’s keynote speaker Owen Skagness, director 
of regional sales with Microsoft Canada, commented
on the increasing sophistication of citizens regarding 
(Continued on page 18)
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CONGRATULATIONS TO . . .
Award winners:
• Regina Lerke Distinguished Service Award: Roy

Wiseman, Region of Peel
• John Cushing Award of Merit: Debbie Barrett,

Chartwell Inc., former CIO of Mississauga
• Life Memberships: Phil Adams, retired CIO of

Windsor; Doug McCutcheon, retired CIO of
Oakville

• Special Recognition: Maddie de Sousa, manage-
ment administrative assistant, Management
Information Systems, City of London

• Special Recognition: Fred Snelling, City of
Hamilton, for longtime service as Secretary 
of MISA Ontario.

• Associate Member of the Year: Teranet
Enterprises Inc.

• Best Trade Show Exhibit: Relizon/CDIT

Conference Committee members:
Karl Drysdale, chair
Maddie de Sousa, conference organizer
John Bontje
Mark Dubois
John Hay
Barry Heathers
Vicky Hobson
Ian Mackay

Bet Morash
Jim Pretty
Lorne Seaton
Al Thodt
Brian Whitelaw
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At right, Debbie Barrett, now a senior consultant with Chartwell
Inc., who was instrumental in getting municipal representation on
the Public Sector CIO Council, receives the John Cushing Award of
Merit for exemplary long-term service to MISA from Jim de Hoop,
president of MISA Ontario, at the Tuesday night banquet.

Above left, David Morris, CAO of the Town 
of Tillsonburg, announces the establishment 
of online registration for recreational programs
with assistance from Connect Ontario.  

Above right, New Brunswick CIO Lori
MacMullen makes her keynote address.

Above:  Fred Snelling, left, who served for
many years on MISA Ontario’s board, receives
a special recognition award from Jim de Hoop.

Above right, the blackjack and roulette tables
are busy on casino night. At right, Mike Power
of Teranet and Darlene McDonald of J. J.
MacKay Canada ponder their blackjack tactics.
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At left, Roy Wiseman of the Region of Peel, left, a leader of
MISA Ontario for many years and past recipient of the John
Cushing Award, becomes the first-ever recipient of the Regena
Lerke Distinguished Service Award, presented by Per Kristensen
of Nanaimo, past president of MISA BC.

Above, Dwight
Beckford, centre, of
Sensible Security
Solutions talks in his
exhibit booth with
Rick Towns and Joy
Packham of the Town
of Barrie.

Left, the “Dixie
Chicks” – from left,
Melissa Urban of
Windsor, Helen
McLaren of Chatham-
Kent and Lori
MacMullen, CIO of
New Brunswick –
rock it up with the
father-and-son Fagan
entertainment team
of Mike on guitar 
and Ed on tenor sax.

At right, Maddie de Sousa gets a 
special award and a hug from

Conference Chair Karl Drysdale,
director of management information

systems for the City of London, for
her tireless efforts as conference

organizer.

Far right, Phil Adams, right, retired
CIO of the City of Windsor, receives
a MISA Ontario lifetime membership

award from Harry Turnbull,
Windsor’s director of technology ser-

vices and a MISA Ontario director.  
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(Continued from page 14)
devices and access speed. With 65 per cent of
Canadians now having at least one PC, the challenge
is to connect islands of information and focus on the
interface between single applications and constellations
of applications. 

e-Government, Getting it Right
The portal is only one piece of an effective e-government
strategy, CGI Group vice-president Dave Hudson told
a conference audience: “Everybody has portals, but
there’s not a lot behind them.”  

What’s equally important, he said, is under-
standing both the business and the IT issues, including
privacy, business transformation, inhouse versus 
outsourced services, and project management and 
rollout strategies. 

Participants Delighted
Participants in general were delighted with the 
conference and had high praise for the organizing

team led by Karl Drysdale. The following two 
quotes, taken from feedback forms, typify delegates’
comments.

From Marie Howran of Peterborough Utilities
Services: “The conference was the first that I have
attended and it was excellent! My congratulations 
to the coordinating committee, as everything 
seemed very well organized and thought out. 
Thank you.”

And from Abe Pike of xwave’s marketing depart-
ment in St. John’s: “By all accounts from our team it
was a great success – venue, service and food were
the best I’ve ever seen for a trade show. We also 
generated some great leads . . . xwave is definitely
interested in signing up for MISA 2003.”

Next year’s conference will be in Hamilton from
June 1-4, with the theme of “Integrating IT and
Government Services.” Conference Chair Louis 
Shallal will have the London example top of mind 
as he and his committee begin planning for 
MISA 2003. �
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SPONSORS
3-SOFT Corporation
Computer Associates Canada Co.
EDS Canada
J. D. Edwards
Hummingbird Ltd.
HyperTec Group
MFP Financial Services Ltd.
OnX Enterprise Solutions
Oracle Corporation Canada Inc.
Sun Microsystems of Canada

EXHIBITORS
Attache Group
J. D. Barnes Ltd.
Bell Canada
Bell Mobility
CCS Computer Cable Systems Inc.
CDI Corporate Education Services
CGI Canada
CHUBB Security Systems
Class Software Solutions

Cognos Inc.
Compugen
CommVault Systems Canada Inc.
CompuPower Systems Ltd.
Computers For Schools Ontario
Direct IT Canada Inc.
D-Link Networks
EDS Canada
Electronic Tender Network Inc.
ESRI Canada
Gartner Group Canada Co.
Hansen Information Technologies
IKON Office Solutions/LaserFiche
Information Builders (Canada) Inc.
Intergraph Canada Ltd.
J. J. MacKay Canada Limited
Keating Technologies
Kingston Technology/Toshiba Canada
Land Information Ontario
Lexmark Canada Inc.
Liberty IMS
Litco Systems Inc.
MDM Systems Consulting Inc.

Microsoft Canada Co.
Municipal Property Assessment Corp.
Municipal World magazine
Network Associates
Nex Innovations Inc.
Ontario Parcel Alliance
Orion Technology Inc.
Panasonic Canada Inc.
Parksmart Inc.
Pen Systems Inc.
Relizon/CDIT
RSA Security Inc.
Running Tide Inc.
Salt Spring Software Inc./Corel
Sensible Security Solutions
Stroma Service Consulting
Inc./Aspect Group Inc.
TELUS Communications
Teranet Enterprises
Toshiba Canada
WESCO Distribution
xwave
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5 MoreWays to
Achieve Nirvana
with the New
GeoMedia®5.0

Let Our Open Mapping and GIS Software
Take You to Higher Levels for 60 Days!
We’ve already given you 50 ways the new GeoMedia 5.0 
can take you to a true open mapping and GIS experience at
www.GeoMedia5.com. 

Now we’re giving you 5 more ways…
• Dynamic data access to all common data formats 

without conversion
• Built on our mature, proven and industry-standard

open mapping and GIS technology
• Features enhanced data-capture and plotting capabilities
• Lower cost of ownership compared with other GIS software
• Flexibility of an open GIS environment

To receive an evaluation CD, visit www.GeoMedia5.com. Or e-mail 
your name and mailing address to GIS@Intergraph.com. 

Immerse yourself in a true open mapping and 
GIS experience with GeoMedia 5.0!

Intergraph, the Intergraph logo, and GeoMedia are registered trademarks and the GeoMedia logo is a trademark of Intergraph Corporation. 
Other brands and product names are trademarks of their respective owners. © 2002 Intergraph Corporation, Huntsville, AL 35824 

Register Today!
GeoSpatial World 2003
The Intergraph GeoSpatial Users Community
International Training and Management Conference
May 19 - 21, New Orleans, Louisiana, USA •www.intergraph.com/geospatialworld
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The fourth annual Showcase Ontario (www.show-
caseontario.com) is one of the largest government
educational events in Canada, providing a robust

curriculum of 156 different learning opportunities. This
year, attendees can expect to see more hands-on labs,
in-depth workshops and conference sessions than ever
before. Presentations and keynote speakers will cover
a range of topics – from people and project management
to desktop computing and monitoring large IT systems
for intrusion.

More than 5,000 delegates are expected to attend
the four-day conference and exhibition, held September
9–12 at the Metro Toronto Convention Centre. Conference
participants represent all levels of government (municipal,
regional, provincial and federal), and the opportunities
to interact with colleagues involved in electronic service
delivery are excellent.  

Showcase Ontario, however, is more than just a
collection of educational opportunities. This year’s
event provides a venue for the Ontario public service,
municipalities and federal government to exhibit and
share their experiences.  More than 120 applications
that best represent a wide variety of e-Government 
initiatives will be on display.

Special Municipal Sessions
Many new sessions of special interest to the municipal
sector have been added to the conference program this
year. Bill Fisch, CEO of the Regional Municipality of
York, will discuss smart growth and IT in a community
that’s adding 40,000 people a year and growing faster
than any community in the GTA, Ontario and Canada.
He will also talk about tools such as geomatics mapping,
global positioning systems for emergency medical 
services, and e-commerce applications.

Louis Shallal, CIO of the City of Hamilton, will
share his views on e-Government transformation in
local government.  

More Hands-On Labs
A total of 40 hands-on labs will be offered this year to
meet the increasing demand for this highly intensive
style of training. Labs will be offered on each of the
four days of the conference. Since they are extremely
popular and space is limited, early registration is a
must. Labs include the following topics (full descrip-
tions are available at www.showcaseontario.com ):

Internet:
• Dreamweaver MX: Word Processing for the Web
• Web Site Accessibility – Meet Current Accessibility

Standards
• XML for the Web – Custom Web Sites Using XML

Desktop:
• Effective Presentations benchmark
• Excel Formulae
• Mail Merge Technology
• Windows 2000 – A New Way of Thinking
• Visual Studio.NET – Revolutionary Developer Tools
• Key Strokes to a Secure Windows 2000

Security:
• Combating Viruses
• Intrusion Detection
• Network Performance

GIS:
• Fundamentals of Vector Geographic 

Information Systems
• Introduction to Remote Sensing

Full-day and half-day workshops will be also be
available on September 9, dealing with knowledge
management, leadership, project management, 
security and enterprise architecture. Many conference
sessions have also been specially designed to meet 
the educational needs of regions, municipalities and
the health and the education sectors. 

Certification 
Showcase Ontario will offer five separate certification
programs based on attendance at appropriate conference,
workshop and lab sessions. Certification provides official
training recognition by the Information Technology
Education Council.

GOVERNMENT CONFERENCE
OFFERS SPECIAL SESSIONS
FOR MUNICIPALITIES, PLUS
MORE LABS AND WORKSHOPS
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ADVERTISEMENT

Packet Works

Exhibition area expanded
Another highlight of Showcase Ontario is the technology
exhibition and display area. This year’s exhibition area
is almost 20 per cent larger to accommodate the more
than 120 government applications that have requested
space. All Ontario government clusters will participate. 

More than 100 vendors representing all of Canada’s
leading technology companies are also participating with
their own exhibits. 

These include hardware, software and services
designed to address information needs ranging from
security and virus management to technology-based
training, knowledge management, networking infra-
structure, data warehousing, storage and wireless 
communications.

Awards of Excellence 
The Showcase Ontario Awards of Excellence Celebration
gives government organizations an opportunity to 
submit their projects for recognition as outstanding
achievements.

The awards are becoming a benchmark for excellence.
This year, the awards attracted a record 78 entries
(including several municipal entries) – almost double the
number received during the first year of the program.  

Winners will be announced at an awards dinner
and celebration September 11. Tickets for the event
may be purchased through the Showcase Web site.  

The submissions are divided among seven categories:
Serving Ontario’s Citizens Better, Working Together,
Public/Private Partnerships, Technology Innovation,
Organizational Transformation, Business Solutions
Through Information Technology and Voluntary Sector.
Three initiatives from each of these categories are iden-
tified to receive formal recognition during the Awards
Celebration.  

Official Education Week
Showcase has been designated as an Educational Week
in the Ontario Public Service. It received the designation
not only because of the comprehensive and well rounded
curriculum, but because of the low subsidized price of
$100 per person.

For more information or to register online, please
visit www.showcaseontario.com. Before September 3,
the cost of full registration is $100 a person for public-
sector attendees and $295 for private-sector participants.
After September 3, the cost is $125 for public-sector
attendees and $325 for private-sector attendees. �
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By Dave Johnston
City of Ottawa

The merger of municipal governments in Ontario
over the past few years has received lots of 
attention, as others draw on experiences and 

best practices to make the transition as seamless and
painless as possible.

The new amalgamated City of Ottawa was born on
January 1, 2001, barely a year after Y2K and less than
14 months following the provincial announcement that
the regional government and 11 municipalities would
be merged as one.

Along with the new City came an innovative Web
portal. Despite the successes and accolades that Ottawa
has received for its portal, many issues that cropped up
behind the scenes threatened to derail our efforts.  

Service Delivery Model
The new City adopted a “point-of-service strategy” that
relies heavily on a customer-centric service delivery
model. The intent is to cluster services around cus-
tomers and their requirements, providing as much
information and functionality as possible directly to
individual taxpayers. Staff resources, structures and
technology are all aligned to customers’ service needs.

Portal in 99 Days
The Portal Project was one of several technology-
focused initiatives undertaken during the transition.
Director-level focus groups were used to flesh out
products, services and transactions that lent themselves
to e-service channels.

The phased implementation addressed the City’s
strategic goals, including: having a bilingual Web site in
place for Day One of the new City; using alternate service
delivery such as convenience fees; considering the
accessibility needs of rural citizens; and integrating
existing and planned hardware and software systems.

Through a public proposal process and formal eval-
uation, a consortium led by Deloitte Consulting was
selected to develop the new portal. Other team members
included NIC, Sun-iPlanet, Autodesk and Computer
Telephony Solutions. On December 18, 2000, phase
one of the Portal Project was completed, and a new

Web site was unveiled to the public in time for Day
One of the new City of Ottawa.

Business Relationship
The Deloitte approach was unique. The proposed
business relationship was based on “no cost” to the
City – Deloitte and its team were responsible for all
technology elements (application development, hosting,
operations and support). In return, Deloitte received
revenues from user transaction fees for specific online
services.

The governance model respected the City’s need to
control content and policy, as well as its ability to set
fees. With Deloitte acting in an advisory role, an exec-
utive committee established strategic direction, managed
risks, and acted as the approval body.

This model represented substantial direct risk to
Deloitte and indirectly affected the City too, should
this approach fail. Certainly the City was prepared for
a long-term relationship with Deloitte and, while there
was every confidence in Deloitte’s ability to deliver on
the technology front, there was some political sensitivity
associated with the “user pay” model and the public’s
acceptance of convenience fees. In addition, what was
an appropriate balance in providing “free” versus
“user fee” services? Deloitte and its team were opti-
mistic, based on the experiences of NIC and others 
in the United States, as well as the success of the
dot.com community.  

Consequently, the executive approved a three-year
implementation plan that placed a reasonable emphasis
on transaction services, thereby acknowledging and
supporting the need to establish a revenue stream to
sustain the development of new applications, and
portal support and operations.

Somewhat prophetically, however, the City did
structure legal agreements that protected the City’s
interests and minimized financial risk. 

Successes
Day One of the new City was a milestone achievement.
Deloitte had delivered a new City of Ottawa portal as
scheduled, supporting and operating the portal and
leaving staff free to deal with amalgamation of business
systems, such as e-mail, financials, human resources

MUNICIPAL Interface SEPTEMBER 2002

OTTAWA RECONSIDERS E-STRATEGY
AFTER EXPERIMENT WITH USER FEES

CITIZEN-CENTRED SERVICES



and the associated technology infrastructure. The City
had made no initial capital investment, and there was
no need to budget for operational costs.  

As the months progressed, the City and Deloitte
received a number of accolades for the portal and its
progressive approach. At the Showcase Ontario awards
in September 2001, our initiative was a Merit Award
winner in the Public/Private Partnership category. This
was followed by Ottawa’s selection as the Showcase
Municipality at the Government in Technology (GTEC)
show in October. 

Challenges
Despite the successes and accolades, all was not as rosy
as it appeared! Implementing the plan was hampered
by the amalgamation process – business processes and
procedures were still being developed. Back-end sys-
tems and applications were not fully implemented or
were in the process of conversion. City staffing (for
content) was in progress and transition. There had
been no time for public consultation.

And, importantly, take-up of online transaction 
services (with convenience fees) did not materialize 
as predicted.

Six Months Later
By mid 2001, the portal was receiving 40,000 visitors
a month and 1,200 “contact us” e-mails. More than
five per cent of all parking tickets were being paid
online, and a dog-licence renewal application was
launched.

An independent survey revealed that the portal was
an important channel to provide citizens with accessi-
bility to City services. The survey also found, though,
that while there was a high level of satisfaction with
the City’s portal “experience” (73 per cent), the majority
of respondents did not support the use of convenience
fees. It was also apparent that convenience fees would
be a barrier to non-Internet users.

Turning Point
During the summer of 2001, Deloitte Consulting
served notice that they wished to terminate the agree-
ment, on the basis that it was no longer feasible for
them to continue as portal manager. Given the low fee
revenue, it was not a profitable and sustainable venture. 

City Council agreed to terminate the agreement 
and authorized staff to migrate portal operations to the
City.  Funding for equipment leases, software licences

and support staff was approved. Throughout the six-
month transition period, and with minimal disruption
to the public, the Deloitte team and City staff were
able to successfully migrate the portal operations.

In Retrospect
It’s often been said that, if things appear too good to
be true, they are. As it turned out, the self-funding,
user-pay model was really too good to be true!
Convenience fees were not well received by the 
public and, as the basis for sustainability, this proved
to be fatal.

The transfer of portal operations was completed
smoothly and on time because of careful and detailed
planning, a cooperative working relationship with
Deloitte, motivated staff and a communications plan.

ottawa.ca – The Road Ahead
With the demise of the public-private partnership, the
City is looking to a new e-services plan to lead the way.
The vision to integrate front-and back-office systems
(people, process and technologies) with customers,
partners, employees and suppliers is still at the heart 
of the plan. More than 400 potential informational,
transactional or democratic e-services applications and
services are waiting to be deployed.

But first, a review of the City’s point-of-service strat-
egy will revisit the City’s service delivery channels and
address the contentious issue of convenience fees and
user pay. A new governance model to address priorities
and content will drive the new plan.

In the interim, work on a number of fronts will con-
tinue. “ottawa.ca” was launched this spring. Online
recreation program registration (CLASS), ePost (water
billing and tax payments) and Enterprise Content
Management are being rolled out. And as usual, tech-
nology and infrastructure upgrades are continuing.

E-democracy will continue to thrive at the City 
of Ottawa – building on the success of this year’s
Ottawa2020 conference and supported by Industry
Canada’s Smart Communities program.

For more information, please contact Liana Eng,
program manager, Enterprise Application Integration
(liana.eng@ottawa.ca) or Donna Andronik, project
manager (donna.andronik@ottawa.ca).

Dave Johnston is manager, IM/IT Planning & Security,
Information Technology Services, with the City of
Ottawa and is also Eastern Regional Director of 
MISA Ontario. �
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By Per Kristensen
City of Nanaimo, BC

On November 16, 2002, BC residents will once
again head to the polls, this time to elect new
local governments. Nanaimo residents will be

the first in North America to use an automated registration
and voting system.

The City of Nanaimo – population 77,000 – has
used voting machines and maintained a centralized
computer database of voter registration since 1992.
Two years later, in 1994, the City added a system for
voting-day registration using a stand-alone database at
each poling station. Election results were phoned in to
Elections Central and reported using a simple Access
database. With the addition of the automated registration
and voting system, Nanaimo will become one of very
few jurisdictions in the world with such technically
advanced voting and voter registration.

This Year
In this November’s elections, an integrated and cen-
tralized Web-based system
will be used to maintain
the registered voters’ list as
well as record when voters
appear at the polling stations.

Before voting day, resi-
dents can verify if they are on the voters’ list by visiting
the City Web site and entering their name and address.
On election day, each polling location will be provided
with an Internet-enabled PC. As voters arrive, their
names will be retrieved from the central database and
stamped with polling station and time. 

Should someone attempt to vote at a second polling
station, the system will show that this vote has already
been cast at another polling station. Statistics on voter
turnout will be available throughout the day. And, at
the end of the day, results from the voting machines
will be entered into each polling station’s PC and cap-
tured centrally. Only the returning officer can view all
the information.

The only other jurisdictions that have some form of
online voter registration are the State of California –
where Internet users can complete an online form and
then have a registration form mailed to them for their
signature – and Champaign County, Illinois, which has
a kiosk where residents can fill out a voter-registration
form electronically, get a printout, sign it, and put it in
a box for collection by the clerk’s office. Residents are
then mailed their voter-registration cards. At the time
of registration, patrons also receive a receipt with an
identification number that can be used to track the
application if there is a problem.

Benefits
The new online system benefits the public and saves
the City time and money. The public has the conve-
nience of being able to register using the Internet.
Verification of registered voters will reduce voting day
registration lineups and the staff time involved. The
system will catch any people trying to cheat the system
by voting more than once. Processing of votes on voting
day will be faster and accurate, and voter-turnout infor-

mation will be available
throughout the day.
Results will be available
within 20 minutes of the
polls closing – instead of
several hours later. The

new system reduces the staff time involved in counting
and reporting the votes, and interim reporting of results
will be a thing of the past. 

What’s more, the development and implementation
of this project has cost the City of Nanaimo less than
$10,000.

Per Kristensen is senior manager, Engineering and
Information Services with the City of Nanaimo on
Vancouver Island, and a past president of MISA BC. 
He can be reached at per@city.nanaimo.bc.ca. This
article was prepared with the assistance of David
Hennigan, director of information technology, Capital
Regional District, Vancouver Island. �
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VOTER REGISTRATION SYSTEM

Results will be available 
20 minutes after polls close
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By Jury Konga
Town of Richmond Hill, ON

Editor's Note: This article was part of a full-day work-
shop on "e-Government – The New Reality," presented
at the GeoTec 2002 event in Toronto in April. It is being
presented again during the URISA international confer-
ence in Chicago, Oct 26-30, 2002 (http://www.urisa.org/).

Portals have become one of today’s trendier fash-
ions – almost a buzzword that can excite and
demoralize all at the same time, depending on

your perspective and your expectations. Even though
some still cling to the "the Internet changes everything”
philosophy, most of us know that it changes some
things – but not everything. Admittedly, it's difficult not
to get wrapped up in the excitement of portal technology,
but a business focus must prevail.  

One strategy that is taking hold is to capitalize 
on the Internet-intranet portal as a service delivery
mechanism.

What is a Portal?
There are many definitions of portal. An interesting
one is offered online from www.pcwebopeadia.com:
“A Web site or service that offers a broad array of
resources and services, such as e-mail, forums, search
engines, and on-line shopping malls.”

This tends to have a more pri-
vate-sector business slant to it, but
it does speak to the multi-faceted
functions that can be provided
through a portal.

For our purposes, we'll look on
the e-Government portal as being
the Internet-based gateway to 
e-Government. Nevertheless, it is
not a panacea for delivering elec-
tronic service delivery. Rather, it 
is part of an ESD continuum that
includes a variety of channels,
including kiosks, IVR, local cable
broadcasting and over-the-counter

electronic services, as well as our internal intranet. The
portal discussed in this article will focus on the "portal"
seen by the public – our clients.

Appreciating the significant role the portal can play,
it becomes increasingly important to understand some
fundamental differences between simply throwing static
information on a Web page versus using a structured
design approach and technology to deliver some of
our public services over the Internet.

Portal versus the Web Page
Statistics have shown that despite many people’s best
efforts, their Internet effort often misses the mark. Giga
Group reports this alarming statistic – 50 to 75 per cent
of Web site visitors leave without finding what they’re
looking for, even when it’s on the site. If this is the
case, it becomes imperative to pay more attention to
how well the content is organized and how intuitive
the navigation is for your Web site, or portal.

There are subtle distinctions between a Web site
and a portal. One comparison is found in Massachusetts’
e-Government Strategic Plan and is summarized in 
this table.

eGov Portal – An Evolutionary Project
Understanding what should be done for portal devel-
opment and actually making it happen can be two
very different scenarios. To put portal development in

MUNICIPAL Interface SEPTEMBER 2002

25

WHAT’S A PORTAL FOR?
IT’S NOT A PANACEA, BUT PART OF A PACKAGE, CONSULTANT SAYS

CITIZEN-CENTRED SERVICES

Feature Government Website eGov Portal

Organizing Principle • Organized by structure • Organized around  
of government needs and interests of 

citizens/clients

Home Page • Often contains list of • Provides tasks options 
agencies/department based on intentions of

citizens/clients

Content • Contains mostly • Provides information, 
static information interaction and 

transactions

• Continued rollout of  
new transaction services

• Offers few transactions



������������	
����������������

��������	�
����������������
	�����

����������������������������������
����

��
�����������	���	����
���������� 

!�������������"����
	��������#	� 	��

�����$��%����������$��������������

��$	��
	����������&����!�������

'����	� �������(
)������
��������*��� �

����������*	�	�
	�������&�
��		����

��&�� �	��������"���+�����(

�������������

���������	�
	��	�����	

���������������������������


�����

���������������	�

�������������� �!

"���"������#����$������

%��&%���	����'��	'���

� � � � � � � � � � � � 	 


�	
�	
����������
��
�

�������(�����)���

*���'	�����
+���"��,���#

-*+

"���"������#����$������

��#������""����	�

��#�����##���� �!

%��&%���	����'��	'���

����������	
���	�������	�	���
��������������	
���
����������
����
��
��

�������
��(	��
�	��

!������&	�%��(	��
�	��

���� ����,�!��������(	��
�	��

#��������(	��
�	��

����-�.�+	����
�(	��
�	��

*�����	�
�
�	��(	��
�	��

�/(0��������(	��
�	��

*���� �����
��
�	��(	��
�	��

1 ����(	��
�	��



27

MUNICIPAL Interface SEPTEMBER 2002

perspective, we should equate it to the devel-
opment of e-Government – it needs to be
incremental and evolutionary in nature.

The figure at right, used in a Gartner
Group presentation (Dec. 2001), illustrates
that e-Government portals are a work in
progress. Several generations in this evolution
are shown.

Generations 0 and 1, circa 1998-2000,
focused on information access and content
aggregation. Generation 2, circa 2000-01,
was explained as having an application and
data integration focus. The Generation 3 
version, circa 2002++, is identified as
process integration.  

To that end, Gartner identified portal
components for Gen 3, including: context
personalization, cascading portals, abstraction layers,
federated search, federated portals, P2P, Web services,
knowledge management, session management and
proactive notifications. This reinforces the need to pro-
ceed incrementally, but not at a snail’s pace – the
demand is too high.

The Internet holds a wealth of information about
best practices, standards and polices related to the
development of public Web sites/portals. A good per-
spective on things to think about is provided in a June
2002 Industry Canada Web site related to Smart
Communities entitled “Developing Your Portal: A
Tool-kit for Communities”, which may be found at
http://smartcommunities-broadband.ic.gc.ca/
portal/ptk_e.asp.

Portal Technology Challenges
The previous statement about the potential components
for a Gen 3 portal reminds us quickly of the wide
expanse of technology offerings associated with portal
development, maintenance and operation. The key
challenge facing us all is keeping ourselves apprised of
the many technologies available and those that are just
looming on the horizon. Our personal network and
organizations such as MISA become the great equalizer
in assisting us in keeping up to date. 

(We won't delve into the many challenges here –
that’s another article altogether!)

It is noteworthy, though, that one of the biggest
pushes in the technology realm is Web services and

related standards (such as SOAP and UDDI) as well 
as a great concern for security on the Web. The great
Microsoft.NET is a common area of debate for the
industry. Despite the technology challenges we face, it
has been shown that the institutional changes requiring
policy and process changes are far more daunting than
the technology.

Some Concluding Thoughts
Despite the excitement of portal technology and all 
the cool things that can be accomplished, a business
focus must prevail. Based on discussions with portal
deployers, best practices from the Web and, most
important, the users of e-Government portals, here are
some personal observations about the e-portal:
• It’s meant to meet our clients’ needs and relate 

to them;
• It must be an enterprise product;
• It must address your vision and business goals; 
• Rome wasn’t built in a day – plan, develop and

deploy within rational expectations;
• Undertake iterative development and deployment;
• There’s a lot to know – seek external expertise; and
• Make sure your clients come back!

Jury Konga is manager of GIS Services for the Town 
of Richmond Hill, Ontario. He is a member of the
Program Committee for the 2003 MISA Ontario annual
conference and has been involved in e-Government-
related projects for the past 10 years. �
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By Valerie Green
Intergraph Canada Ltd.

The City of Abbotsford, British Columbia, with its
vibrant business community and appealing rural
lifestyle, is a regional hub for the thriving Fraser

Valley. Abbotsford was born from the frenzy of the
Fraser River Gold Rush of the 1800s. Today,
Abbotsford sits on almost 89,000 acres of pristine land
and boasts a population of approximately 119,000. To
manage a city that continues to thrive, it is imperative
that the citizens have ease of access to City data in the
most cost-effective and time-efficient manner.

Web-based mapping technology has improved
communication and customer service, provided
increased access to information – and will even save
money too.

The City of Abbotsford has been using a propri-
etary software application to maintain its GIS database
information. The application, however, was unable to
accommodate the need to share data over the Internet.
The City made the decision to implement Web-based
mapping technology to effectively share data with
employees, customers and citizens. The implementa-
tion is the starting point for streamlining the City's e-
government solution, which will ultimately amount to
saving both time and money.  

Jay Teichroeb, Abbotsford’s economic development
manager, and Information Services Manager Vic Morcom
made the decision to enhance the City’s e-government
solutions by offering a user-friendly, interactive Web site.
After researching various Web-based mapping products,
Teichroeb and his team concluded that Intergraph’s
GeoMedia WebMap would help meet the City’s 
e-government objectives. 

With the implementation of GeoMedia WebMap,
the public can gain access to the City database with
queries on such issues as parcel information, utility
services, aerial photos and more. This capability will
greatly reduce the number of inquiries City staff must

answer as well as put pertinent information in the
hands of those who need it.

The implementation of GeoMedia Web Map will
also generate a new source of revenue, because pric-
ing models will be established for the various levels of
access to the City's GIS database. Both Teichroeb and
Morcom recognize that the Internet will provide the
platform to create new products and services that will
benefit the public. 

“The development of our Web-mapping product
was approached with the end user in mind,” explains
Morcom. “Initial feedback from industry focus groups
indicates that electronic access to key City information
will save our customers time and money and reduce
the demands on our staff. We foresee customer service
and staff productivity substantially improving as a
result.”

Once GeoMedia WebMap is implemented,
employees, customers and citizens will be able to read
and download mapping information about particular
properties or areas of the City. Using only their Web
browsers, people will have access to basic parcel
information such as street addresses, plan numbers
and zoning. They will also have the functionality to
query locations related to schools, parks and other
facilities. To view personal or specific information such
as homeowners' or tax information, people must be
registered with the City of Abbotsford. 

The Web site will also enhance the level of service
and convenience to the development industry, enabling
them to retrieve information such as land use and zon-
ing, City utility services, contours and aerial photos. 
By using the strength of GeoMedia WebMap, the City
expects to reduce the amount of staff time currently
dedicated to mapping-related inquiries.

Valerie Green is marketing and communications 
coordinator for Intergraph Canada Ltd., an associate
member of MISA Ontario. She can be reached at
vgreen@ingr.com. �

ABBOTSFORD SHARES GIS DATABASE
THROUGH WEB TECHNOLOGY
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By Deepak Joshi and Pam Sveinson
City of Winnipeg

The Permits Online service – the first of its kind in
Canada – is another exciting step in the City of
Winnipeg’s move toward e-Government. Thanks

to this innovative new service, building and trades
contractors now have the option of applying for City
plumbing, electrical and new housing construction
permits over the Internet.  

The new Permits Online site is available as a link
from the City’s Planning, Property & Development
Department at www.city.winnipeg.mb.ca/ppd. 

After completing a simple, two-step registration
process, users can apply for several types of permits
from the convenience of their home or office, seven
days a week, day or night. Once a permit
application has been submitted, this secure
system enables registered users to check on
the status of their permit applications at any
time. 

Permits Online is just one component of a
multi-phased, cross-departmental electronic
service delivery project. 

Over the past year and a half, three City
of Winnipeg departments – Planning, Property
& Development, Community Services and
Public Works – have been working together
on an e-Government initiative known as the
Application Service Provider Project. The
goal is of this project is to develop
Internet-based options for the delivery of
three property-related City services.

The project is being undertaken in three
phases. The goals of each phase are as follows:
• Phase 1 – the development of Permits Online, 

an electronic permit application system for new
housing construction, electrical and plumbing
applications;

• Phase II – an online option for the business licence
in lieu of the business tax process; and

• Phase III – an online option for property-related
requests for service, through the Public Works
Customer Information System.
To provide these e-services to citizens in a cost-effec-

tive manner, Winnipeg has chosen to obtain, or “rent,”
the necessary software over the Internet from an appli-
cation service provider (ASP). 

An application service provider is defined as a
company that hosts an application (software) on a 
centralized server. Customers, such as cities, can pay for
access to the software over the Internet. For this project,
an ASP offers an innovative, cost-effective alternative
to developing or purchasing software outright.

While phase I of the project, the Permits Online
function, was developed and actually became
available via the Internet in June 2001, the
site address was not widely publicized to
customers until a number of months later. 

This implementation plan enabled City
staff to use the final months of 2001 to 
carefully study the usability of the new site,
ensuring that it was truly user-friendly and
able to meet the needs and expectations of
citizens and customers. 

The project’s six-month usability study
provided not only valuable feedback and
ideas for improvement to this new online
service, but it also created a tremendous
opportunity for networking with a test group
composed of several of Winnipeg’s trades
and building industry leaders. In general,
user feedback was very positive concerning
the new service option. 

A formal launch took place on January 21, 2002,
when the City of Winnipeg’s new Permits Online
application system became available over the Internet
at www.city.winnipeg.mb.ca/ppd. 
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CITY OF WINNIPEG SERVICE
MEANS ADVANCEMENT
FOR E-GOVERNMENT

www.city.winnipeg.mb.ca/ppd

For the
first time,
registered
users can

obtain
several
types of
permits
over the
Internet
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This new e-service is designed to provide customers
with flexibility in how, where and when they apply for
some types of permits.

As the Permits Online system continues to develop,
more features and additional types of permit applications
will be possible. 

In the coming months users will see the site expand
to offer a number of functions related to the permit
application process. These include electronic submission
of documents related to a permit application, online
payment options, and the ability to receive and print
completed permits using the Permits Online system. 

While increasing numbers of the City’s permit
applicants are choosing to use the Permits Online
function, it was important for the project team to 
recognize this e-service option as simply one more
access point for customer service. 

For now, permit applications can still be submitted by
mail, fax or by visiting the City’s Permits Office in person.

Over time, it is anticipated that increasing numbers of
citizens and customers will choose the online service
option. A detailed brochure describing how to use
Permits Online is available through the City’s Planning,
Property & Development Department Web site at
http://www.city.winnipeg.mb.ca/ppd/brochures.stm.

Phases II and III of the Application Service Provider
Project are well into development and will be imple-
mented during the coming year. 

Any questions or comments regarding this e-Gov-
ernment project can be directed to the authors.

Deepak Joshi is manager of property and information
systems planning, with the Property and Development
Department of the City of Winnipeg. He can be reached
at djoshi@city.winnipeg.mb.ca. Pam Sveinson, the
department’s coordinator of strategic planning & 
communication, can be reached at psveinso@city.
winnipeg.mb.ca. �
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PEEL REGION INTEGRATES GIS
INTO ASSET MANAGEMENT
By Jennifer Barron
Hansen Information Technologies – Canada

Most citizens have only a vague awareness
of the government-owned assets that their
region or municipality tracks and maintains

on a regular basis – like the many kilometres of water
main and sanitary sewer that exist under their feet, or
the thousands of manholes, hydrants and valves. 

The last thing citizens should be doing is wondering
where exactly the underground water mains on their
street are located, or when was the last time any of
these were replaced or even checked. 

Nevertheless, concerns like these – or more aptly,
the need to have an effective asset management system
in place in order to function smoothly and efficiently –
is what many municipalities face as their legacy IT 
systems age or simply lack the functionality required 
to meet current operational needs. 

For the Region of Peel in southern Ontario, infra-
structure management as it’s known became a key
concern in the early 1990s, as the Region continued to
grow and prosper. Since then, Peel has taken steps to
implement an IT system that includes an integrated
infrastructure management system (IMS) and geographical
information system (GIS) to best suit its immediate and
future needs. 

Moving forward with new technology
Since 1974, when Peel Region was officially formed
with a population of 275,000, it has experienced
explosive and continuous growth. Now with almost a
million residents, Peel is the second largest municipality
in Ontario. 

Peel has always maintained a commitment to
responsible management, innovative programs and
responsiveness to the needs of its citizens. From an
operational perspective, this means a seemingly endless
list of assets to track and maintain. 

In the 1970s, Peel’s infrastructure map records were
maintained on Mylar, which required five full-time
employees to update records using pen and ink. In the

mid 1990s, the region converted the existing Mylars to
MicroStation design (DGN) files. Concurrently, asset
attribute data was maintained and held in a sewer and
water infrastructure management system (SIMS/WIMS)
database.  

The final step toward a fully functional and integrated
IMS came with the conversion of the SIMS/WIMS data-
base into Hansen in 1998 and the implementation of
Hansen Information Technologies’ Version 7.5 Public
Works application. Using the Hansen system, Peel
employees could quickly access and manage the
Region’s assets – all through Hansen’s Windows-based
graphical user interface (GUI).

“The Region of Peel selected an IMS solution that
was going to be flexible and accommodate our future
growth,” says Peter Williams, director of operations &
maintenance. 

“Our IT strategy and vision was to have highly inte-
grated systems and services so we were in the optimum
position to provide critical information to our end-users
including managers and staff. Ultimately this would
enable us to best serve the public and reduce costs
across the board.”

Hansen’s public works solutions are modular-based
and integrated with one another to provide a frictionless
framework for government operations. The system
enables the Region to manage all of its public works
assets within its road, water distribution and sanitary
sewer collection systems. On top of that, Peel is able
to manage more than 600 vehicles and equipment, as
well as all Public Works inventory. 

Citizens’ Calls Tracked
Peel’s asset information is entered into the Hansen
application and resides in one central Oracle database.
The solution enables the Region to automate and con-
solidate the process of tracking citizens’ calls regarding
service requests, utility billing issues or any other infor-
mational type of requests. Finally, Peel can identify costs
and budget requirements from the planning stage right
through the entire life cycle of an asset. 

“Effective infrastructure management is critical to

CITIZEN-CENTRED SERVICES
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the functioning of the Region,” explains Lynne Germaine,
manager of operations support. 

“With Hansen’s solution we can identify and track
all types of asset-related data such as the age of an
asset or its condition. The solution enables us to accu-
rately schedule maintenance when it is required,
extending the life of our assets. Ultimately the public is
the beneficiary of these efforts because we respond quick-
ly to problems and decrease operational downtime.” 

The Region’s IT objectives didn’t end there. With
an advanced IMS in place, Peel embarked on its next
project: to fully integrate Hansen’s Public Works IMS
solution with Intergraph’s GeoMedia GIS solution. 

This would enable system users to view, create,
and modify infrastructure graphic and attribute data 
to streamline existing processes, further boosting the
operational efficiency of the IMS. 

IMS/GIS Enterprise-wide Connectivity
Peel’s IMS/GIS integration plan consisted of two phases.
Phase One began with the development of an integrated
custom data-maintenance application using Intergraph’s
GeoMedia Objects technology. By integrating the
GeoMedia application with Hansen, Peel could create
and maintain infrastructure graphics and Hansen IMS
attributes in a single, integrated workflow. 

Because tabular and spatial (graphical) data and
applications are typically in different and incompatible
formats, infrastructure management has often been
divided into two separately functioning departments. 

Without a cohesive solution, there can be a great
deal of overlap of information among these departments
and a large amount of duplicated work required to
maintain the same information about the assets in 
two separate applications.

“Essentially, we
are further extending
the capabilities of
our Hansen IMS
solution, which is tabular-based, to include spatial
functionality,” says Heather Hunter, a supervisor in
Asset Information Management Systems. 

“With an IMS that fully integrates with our GIS –
and the ability to integrate graphical and tabular data –
we can eliminate duplicate work. Also, because we
have automated a number of processes and are moving
toward a paperless environment, we have significantly
reduced the chances for human error.” 

With the new GIS interface in place, the usual
dichotomy between the spatial and tabular asset data
is no longer a concern for the Region. Peel employees
can initiate all data maintenance activities for their
assets directly from the GIS environment. 

Hansen’s functionality enables users in the GIS
environment to navigate by a number of attributes
including the asset’s street intersection, unit ID, street
name and city, or tile index number and more. Users
can also manipulate asset data via the GIS to create
new assets, edit existing asset information, or retire an
asset that has been decommissioned. 

After these data changes have occurred within the
GIS, the Hansen application is populated with this
information for further use. 

Phase Two of the project, to be carried out in 
2003, will extend the capabilities of the integrated
IMS/GIS environment to include laptop computers and
mobile devices. 

Employees in the field will have asset data lookup,
analysis and reporting abilities at their fingertips,
replacing cumbersome and costly paper-based infra-
structure maps and eliminating the need to provide
infrastructure information on microfiche. 

The integrated GIS tools will enable field staff to
redline GIS maps to effectively communicate asset
information changes and streamline the update process.
The solution will also be extended to allow for the 
creation of work orders and inspections in Hansen
launched directly from the GIS environment. 

“Our infrastructure is continuously evolving and
expanding as the Region grows, and our ability to
streamline workflow and automate operations is 
critical to effective infrastructure management,” says
Mitch Zamojc, commissioner, Public Works. 

“We have made a long-term investment with
Hansen. We know that the more efficiently we manage
Peel’s infrastructure, the more successful and prosperous
we will be as a Region overall.”

Jennifer Barron is proposal and communications 
coordinator with Hansen Information Technologies –
Canada, an associate member of MISA Ontario. She
can be reached at j.barron@hansencanada.ca. �

The integrated system eliminates duplicate work
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INTERNATIONAL REPORT EXAMINES
MUNICIPAL E-GOVERNMENT
By Martin Ferguson, University of Birmingham, and
Fred Baron, Improvement & Development Agency, 
UK Government

Editors’ note:  MISA Ontario President Jim de Hoop of
Kingston and Vice-President Kathryn Bulko of Toronto
attended the Government Management Information
Sciences (GMIS) Conference in Sante Fe in June,
where they learned of the report described below.

Aunique report compiled by the British govern-
ment has analysed worldwide trends in e-Gov-
ernment at the municipal level.

Local e-Government Now: A Worldwide View is an
international research project led by Martin Ferguson
on behalf of the Improvement and Development Agency
(IDeA) and the Society of IT Management (Socitm).

What makes this research unique is the focus on
local e-Government around the world and the experience
of local authorities interacting with citizens, customers,
other levels of government and service agencies using
electronic means. Other international studies have
addressed national e-Government policy, strategy and
implementation, largely ignoring the local dimension.
Yet the overwhelming majority of citizen-government
transactions happen at the local level.

The report on the research carries significant mes-
sages for policy makers and practitioners in the public
and private sectors about:
• What is being achieved around the world;
• Emerging best practices; and
• Ways of addressing cultural, structural, process and

technology change.
The executive summary of the report is available

on MISA Ontario’s Web site, www.misa.on.ca. The full
report is scheduled to be available in August and can
be purchased through www.socitm.gov.uk.
Information is also available at www.idea.gov.uk.

Sponsored by SAP, the project involves collaborations
of professional associations, local government training
and development organizations, local authorities and
academic institutions from 14 countries: Australia, Brazil,
Canada, Germany, Eire, Finland, Italy, Netherlands,
New Zealand, Norway, Spain, Sweden, United Kingdom
and United States. 

Case studies from these countries are supplemented
by information about progress in Singapore, Hong
Kong and Japan, to complete coverage of five continents.
The report includes case studies from New Brunswick
and Nova Scotia.

All participating countries exhibit, to some degree,
a range of approaches to delivery. These fall broadly
into three categories:
• E-services: securing and providing government 

services electronically;
• E-governance: linking up citizens, stakeholders

and elected representatives to participate in the
governance of communities by electronic means,
including e-democracy; 

• E-knowledge: developing the skills and infrastructure
to exploit knowledge for competitive advantage. 
The report draws specific lessons by reference to

the case studies. What is clear is that national targets
and prescriptions have often acted as a catalyst for
change – raising awareness, giving focus, and generating
a reassessment of priorities at the local level. 

Nevertheless, such external influence would have
achieved little without the innovation, creativity and
application that has been achieved by local government
authorities around the world, sometimes assisted by
new funding streams and sometimes struggling against
restrictive, nationally imposed regimes of local expen-
diture control. 

Our report contains lessons transferable across 
continents and demonstrates that many local authorities
are making the leap out of the automation stage 
to achieve joined-up information and services and 
to transform the very nature and delivery of local 
government.

Martin Ferguson is an e-Government adviser with the
British government’s Improvement & Development
Agency and a senior fellow in information management,
Institute of Local Government Studies, University of
Birmingham. He can be reached at martin.ferguson
@idea.gov.uk
Fred Baron is a principal consultant in e-Government
with the Improvement & Development Agency of 
the British government. He can be reached at
fred.baron@idea.gov.uk. �
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The Town of Tillsonburg in southwestern Ontario
has achieved another milestone in its bid to
become one of the most advanced small com-

munities in Canada in offering e-Government services
to its residents.

David Morris, chief administrative officer for the
town of 15,000 in the County of Oxford, announced
June 10 during the MISA Ontario annual conference 
in London that Tillsonburg is implementing one-stop
touch-tone telephone and online registration for all of
its Parks and Recreation programs, effective August 21.

Residents will also be able to view the availability
of Town facilities through www.tillsonburg.on.ca. In
early 2003, they will be able to pay bills for all Town
services online.

Tillsonburg has been earning a reputation as an
advanced small community since it won a gold medal
in 2001 in the “Innovative Service Delivery for
Municipalities” category of the Technology in
Government Week awards, for implementing a 

customer-relationship-management system and an inte-
grated Customer Service Centre.

Morris said the online registration system will be
the first completed project of the Ontario government’s
Connect Ontario program. Connect Ontario and GeoSmart
are twin initiatives led by the Ministry of Enterprise,
Opportunity and Innovation and the Ministry of Natural
Resources to develop a network of connected commu-
nities, but few projects have been approved.

Tillsonburg has received assistance as part of a 
project to improve Internet services in Oxford County.
Connect Ontario has allocated $1.5 million to the
County of Oxford On-Line (COOL) Portal Project.

Software for Tillsonburg’s online registration service
is provided by Class Software Solutions of Burnaby, BC.
Integral Network Services (INS) of Delaware, Ontario,
is assisting with project management.

INS president Robert Musty said, “Tillsonburg is
providing the COOL Portal Project and the Connect
Ontario/GeoSmart initiatives with an excellent example
to emulate.”

SMALL TOWN LEADS IN ONLINE SERVICES

NEW WINNIPEG SYSTEM
MANAGES WATER ASSETS

The City of Winnipeg Water and Waste Department
has implemented a water and wastewater
geospatial infrastructure management system 

to improve access to the City's asset information.
The department is using GeoMedia technology for

data maintenance on a database that serves 178 square
miles and contains more than 200,000 pipe segments
and more than one million additional features, Intergraph
Mapping and GIS Solutions said in a news release.

“The entire project went extremely well, and the
department is up to speed and in full production,” said
Ken Dalton, supervisor, drafting and graphic services at
the City of Winnipeg. 

“The data entry workflow has been made much
easier, and the accessibility of the spatial and attribute
information has improved as well.”

The system integrates geo-referenced information
for all city departments and external agencies.
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PEEL SCHOOLS’ NET SPEED
TO INCREASE 8,000 TIMES

School boards in the Region 
of Peel, Ontario, have
signed contracts worth $27

million to connect every class-
room in Peel with a high-
capacity fibre-optic 
network by late 2003.

The suppliers, Enersource
Telecom Inc. and Hydro One
Telecom Inc., announced August 5
that the network, which will
connect 200,000 students and
staff across the region, is the
largest and most comprehensive
involving schools anywhere in
Canada.

Municipalities affected
include Mississauga, Brampton,
Caledon and Orangeville.

The companies will build a
fibre-optic infrastructure that will

deliver to each school in the Peel
District School Board and the
Dufferin-Peel Catholic School
Board a one-mbps service for each
student, compared with the 128-kbps
ISDN service used by most of the
Region’s students now.

Brad Randall, general manager
of Enersource Telecom, a newly
formed subsidiary of Enersource
Corp., said the contracts include
20-year service agreements, which
kept the cost down.

“What (school boards) pay today
is what they’ll be paying tomorrow
for 8,000 times the capacity.”

Jim Smith, controller, Information
Technology Services with the Peel
District board, said existing Internet
connections used by students are
too slow to be useful.
Source: news release, www.itbusiness.ca

QUÉBEC PROGRAM
SUPPORTS NETWORK
TO LINK SCHOOLS 

The Québec government has
announced details of a $75-
million program to connect

the province’s schools by a
telecommunications network.

The program, called Villages
branchés du Québec (Connecting
Québec’s Villages), is described at
www.autoroute.gouv.qc.ca/fai/no
uveaufai.html.

The network will also serve
other organizations, such as
municipalities, who could be
involved as partners.

Such projects may take the
form of a “telecommunication
condominium” jointly owned by
the partners and giving the part-
ners the right of exclusive use of
the network for at least 20 years. 
Source: CANARIE

SMART CARDS EYED
FOR PUBLIC TRANSIT

GIS TO LINK NOVA SCOTIA TOWNS

WORKSHOP TO EXPLORE NEW WEB SERVICES
CANARIE’s eighth annual
Advanced Networks Workshop
will take place November 18-20 in
Montreal at the Hotel Wyndham
Montréal.

The workshop will examine

how a new vision of Web services,
combined with high-speed net-
works such as CA*Net 4, will
enable a third wave of Internet
applications and services. For
information: www.canarie.ca.

The Annapolis District Planning
Commission (ADPC), based in
Halifax, has selected ESRI’s geo-
graphic information system (GIS)
software for the Centre for Land
Information and Computer-based
Knowledge (CLICK) project. 

ESRI Canada said in a news

release that it is the primary contractor
to implement CLICK, a Web-based
geomatics tool connecting the
ADPC with the towns of Middleton,
Bridgetown and Annapolis Royal.  

The project is supported through
Industry Canada’s Smart
Communities initiative. 

The City of Toronto is supporting a
study to assess the feasibility of
using smart card technology to
introduce a coordinated, multi-
mode public transit system in the
Greater Toronto Area. 

The City has awarded a grant of
$41,250 to an 18-member consor-
tium called Integrated Mobility
Systems to complete the study by
December. The consortium’s mem-
bership includes the Ontario
Ministry of Transportation, Toronto
Transit Commission, the City of
Hamilton, Vancouver’s TransLink
and others. Source: www.itbusiness.ca



Fans of Monte Python’s Flying Circus will recognize
the title of this column. But what you may not
realize is that the use of the word spam to refer to

“unsolicited commercial e-mail” (UCE) was adopted 
as a result of a Monty Python skit. According to the
official Spam Web site www.spam.com, this skit features
a group of Vikings singing a chorus of “SPAM, SPAM,
SPAM . . . ” in an increasing crescendo that drowns out
other conversation. Because UCE was drowning out
normal discourse on the Internet...well, you get the picture.

In any case, this new type of spam is causing
increasing difficulties for IT organizations, which find 
it a challenge to filter out the junk mail without also
blocking useful communications.  

There are essentially three approaches to spam 
filtering:
• Content filtering (which can be done at the server

or client level) examines each incoming e-mail and
rates it according to a scoring system that examines
the e-mail and searches for known spam fingerprints.
E-mails with high spam scores are either discarded
automatically or sent to a special folder where they
can be reviewed.

• Source or blacklist filtering involves blocking mes-
sages from known sources of spam, generally using
services such as those identified in the Realtime
Blackhole List (RBL) (see www.mail-abuse.org).

• Both of the preceding methods are referred to as
negative filtering, since they try to identify and
block (or isolate) unwanted messages. Positive (or
whitelist) filtering involves accepting messages only
from known and trusted sources and rejecting or
isolating everything else. You can then periodically
review messages from untrusted sources to determine
whether to add these to your whitelist.
There are also approaches to minimize the risk of

receiving spam mail. For instance, when registering on
Web sites or e-mail lists, you can use a “disposable 
e-mail address,” or DEA, which is freely available from
a number of sources. You can then set up your DEA to
forward messages to your real e-mail address – where
they can be isolated into a special folder – or you can
not forward but check the DEA account intermittently.

As your spam count builds in your public e-mail, you
cancel the DEA and get a new one.

None of these methods works well. Both types of
negative filtering run the risk of discarding valid
messages. If the approach is to isolate them to a sepa-
rate mailbox, you have simply postponed the problem.
At this point, I still prefer to hit the delete key a few
times each morning, rather than remembering to
check another folder, which may contain one impor-
tant message along with all the junk.

Negative filtering based on source seems more
useful, but is less than 100-per-cent effective, as spam-
mers keep moving to new IP addresses as existing
sources are identified.

In addition to using established blackhole lists,
some provincial security organizations attempt to track
down new sources of spam and will, in fact, block (or
threaten to block) e-mail from legitimate ISPs that permit
their services to be used for spam. In theory, this pushes
legitimate users to seek another ISP, if the ISP doesn’t
address the problem so as to be removed from the
blackhole list. While we should be grateful to those
organizations that take this approach to identify and
shut down sources of spam, for most of us the effort is
out of proportion to the magnitude of the problem.

Finally, while positive filtering might be practical
for a home environment, it seems impractical for work,
where a relatively high proportion of legitimate e-mail
may come from new or first-time sources.

In summary, there are, as yet, no perfect solutions.
PS: Beware of services that claim to take your e-mail

address and register you as not desiring spam. Although
there have been legitimate attempts, many of these are
scams that resell the e-mail addresses to spammers.
Similarly, beware of replying to a spammer, asking that
you be removed from their mailing list. At best, this is
likely to be ignored and at worst it confirms the validity
of your e-mail address so that it can be circulated to
other spammers. 
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.

MISA ANNUAL MEMBERSHIP FEES
Regular member, population 20,000 or less $100

Regular member, population 20,000 - 99,999 $200

Regular member, population 100,000 - 299,999 $300

Regular member, population 300,000 - 500,000 $400

Regular member, population more than 500,000 $500

Associate member, 5 employees or less $200

Associate member: more than 5 employees $400

Affiliate member $300

Municipal Interface subscriber (additional copies for existing 
members) $50

Note: The above fees are subject to GST.  For each $100, the 
municipality receives one copy of Municipal Interface.
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Fax                                                                            
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Suite 910, 2680 Skymark Avenue
Mississauga, ON  L4W 5L6
Phone:  905-602-4564  Fax:  905-602-4295
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Choose where you work and when you work. And naturally,

choose the world’s number one selling notebook computer.

TECRA 8200 features the Intel® Pentium® III processor.
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