
By Chris Fisher, City of Regina 
and Kevin Peacock, City of Saskatoon

T
eamwork is paying off in Saskatchewan – and 
citizens will be the big winners. The cities of
Saskatoon and Regina have joined forces with four

of the province’s largest Crown corporations in a part-
nership called eSask. Together with SaskTel, SaskPower,
SaskEnergy and Saskatchewan Government Insurance,
this joint venture is delivering improved and more cost-
effective service to their common customers.

The eSask partnership started more than a year ago,
with representatives from each of the six organizations
meeting to discuss opportunities for working together.
While some information sharing had occurred previously,
no shared application development existed between
provincial and municipal organizations.

The eSask mission statement, taken from the group’s
governance document, spells out its objective: It is the
intent of the parties to work together in the identification,
development and deployment of Web-based, customer
self-serve opportunities, where synergies exist across
organizations, to meet our end customers’ needs and
gain in cost efficiencies.

On June 18, 2003, the partnership launched its first
joint initiative – expressAddress. This service permits
customers to notify multiple organizations simultane-
ously about a pending move, saving time and avoiding
duplication of effort.

To the best of our knowledge, this is only the second
time that two Canadian municipalities have collaborated
in the creation of an online service to serve residents of
both communities. (The first collaboration was a permit
system co-developed by Calgary and Edmonton, as
reported in the January 2003 issue of Municipal Interface.)

The Web site www.expressAddress.com provides a
convenient and simple method for customers to connect,
transfer, or disconnect residential services for telephone,
electricity, natural gas and water. It also updates
(Continued on page 40) 
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KEEPING IN TOUCH

10 Years Down the Road
By Kathy Yung
President, MISA BC
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I
t is hard to believe that almost 10 years have passed
by. It doesn’t seem that long since three of us sat in a
restaurant near Coquitlam City Hall, just back from our

first MISA Ontario conference, discussing the possibility
of finding enough interested people to form MISA BC.

We were looking for people who wanted:

• Opportunities to network, to produce new ideas, and
to support each other;

• The chance to share experiences and resources,
and gain efficiency and effectiveness in our work-
places; and

• To form a formal voice in dealing with other levels 
of government.

It took a few more lunch meetings to gather about
15 enthusiastic individuals to work together and form
MISA BC in the spring of 1994. So yes, April 14, 2004, will
be MISA BC’s 10th anniversary.

It’s been exciting to watch MISA BC grow, not only in
size but in maturity as an organization. We now have
about 80 government members, and almost 260 dele-
gates attended our 2002 fall conference. The last 10
years have also brought new talent and different back-
grounds, further enhancing our growth. And last year, as
we discussed the possibility of becoming a not-for-profit
society, we found ourselves wanting to balance the
success of being a larger organization with the warm
feeling of being part of a smaller group.

Last November, the Executive spent one day on
strategic planning and reviewing our goals and objec-
tives. It is not surprising that the same basic values that
started the organization many years ago keep coming
back to remind us that these are still the key ingredients
for keeping our members together. As we move forward,
we will continue to validate our new initiatives based on
these founding objectives.

In line with our goal to provide more opportunity for
networking, we decided to devote more time to encourage
informal discussions (no preset topics, just opportunities
to talk about what’s new). Our fall conference will introduce
new roundtable discussions, where we will break out
into smaller groups. It is our hope that, as the organization
grows bigger and stronger, we won’t lose touch with the
values that got us started in the beginning. And, as we

celebrate the formation of MISA Prairie and MISA Atlantic
this year, we hope that our experience can also benefit
them in the future.

As municipalities continue to face the challenge of
providing better services with fewer resources, IT is
widely expected to continue to lead the way. This is a
huge expectation that none of us could fulfill alone but,
with MISA, we can all move toward this same goal. In
the coming year, MISA BC will continue to participate in
projects to bring value to members, such as:

• Benchmarking Survey – to find out how IT departments
operate in municipalities of various sizes and develop
performance measures. We hope to have the first
survey results available for discussion at our Fall
Conference.

• Continuing to work with the Integrated Cadastral
Initiative Society  – while the concept of having one
agency responsible for assembly and distribution 
of GIS parcel fabrics is a good thing, the provincial 
provisions need to be enhanced to fulfill municipal
requirements.

• Revamping MISA BC’s Web site to better serve our
members. We have linked to CivicInfo for accepting
purchase cards for conference registration, but we
also need to improve other areas.

• Continuing to support the growth of MISA Prairie
and MISA Atlantic – given MISA’s national voice,
we are expecting to lead the efforts in developing 
e-Government and identification authentication &
authorization in Canada.

Finally, the theme for the 2003 Fall Conference in
Prince George is “Keeping up with Changing Times.”
Please register early to take advantage of the opportunity
to learn about new technology, network with your fellow
professionals, and have fun.

As we move forward, it’s nice to know that MISA
members are supporting each other and making the
organization a better place to be. Here’s to the future! 
I hope that all members will keep up their good work as
MISA continues to seek the involvement of many dedi-
cated and talented IT professionals.

KYung@city.new-westminster.bc.ca �
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T
he City of Hamilton has been
designated as the “Showcase
Municipality” at this fall’s GTEC

Week in Ottawa.

The MISA Ontario Executive,
acting at the request of the Ontario
Management Board Secretariat,
chose Hamilton to demonstrate 
its achievements in eGovernment 
as part of a presentation to be 

made by Ontario, the 2003
“Showcase Province” at GTEC,
Canada’s largest conference focusing
on the $7.2-billion public-sector 
IT market.

Hamilton CIO Louis Shallal said
the presentation will include:

• The City’s award-winning 
GIS Web interface;

• Its strategic and business plans;

• The largest municipal voice-over-
IP project in Ontario;

• Hamilton’s employee self-serve
project, the first in eastern Canada;

• The Connect Hamilton/Create
Community project.

GTEC Week – www.gtecweek.com
– will take place October 6-8 at the
Ottawa Congress Centre and Westin
Hotel.
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By Sandra Simola
Regional District of Fraser-Fort George
Prince George, BC   

E
ach year the MISA BC fall con-
ference has grown substantially.
Kelowna in 2002 saw a large

increase in participation, and this
year’s conference in Prince George
will be the biggest and best yet.
There could be as many as 40 exhibitor
booths – including a few outdoors,
as well as an Internet café available
to keep you in touch with your home
office.

This year’s theme,“Keeping Up
With Changing Times,” will explore
change. Bring your futuristic garb 
or anything from forgone eras to
wear on Tuesday evening at the 
Telus Corporation Gala Banquet.
The theme is “From Wagon Wheels 
to Robots,” and there will be cos-
tume prizes awarded by a panel 
of judges.

The tour event this year, spon-
sored by Hewlett-Packard (Canada)

Co., is a visit to the Huble Homestead
Historic Site and Giscome Portage
located on the scenic Fraser River,
40 km north of Prince George. The
Giscome Portage provided a short
overland link for north and south
water-bound travellers crossing the
Arctic Continental Divide, which 
separates the Pacific and Arctic
watersheds. The bus trip to Huble
Homestead is about 45 minutes each
way, giving you a chance to network
to the limit!

The visit to Giscome Portage and
Huble Homestead will set the scene
for an outstanding parade of speakers
and workshops over three days –
September 22 through 24.

At the Homestead there will be 
a number of activities including a 
20-minute jet boat trip on the Fraser
River. The ride will be noisy, windy
and probably very chilly, although 
it depends on the weather. If it is
raining, you will get wet – and that’s
when you’ll need  the hooded J.D.
Edwards’ water-resistant wind jacket
available in your registration package.

Bring a warm sweater or another
jacket, and possibly gloves. Life jack-
ets and ear plugs will be provided.

We will welcome all you hungry
travellers as you return to the recep-
tion that kicks off Monday evening 
at the exhibit hall, followed by the
“MISA Band,” being introduced for
the first time at a hospitality suite 
co-sponsored by Hummingbird Ltd.,
GDS & Associates Systems Ltd. and
Forte Consulting Ltd. That will be in
the Evanoff Room, previously a night-
club, at the Coast Inn of the North.

The third day will end in the early
afternoon with motivational speaker
Kevin Burns. We hope to send you
on your way, excited and ready to
embrace the swift changes taking
place in technology and all aspects
of our lives.

Sandra Simola is chair of the MISA BC
2003 Fall Conference and network
administrator at the Regional District
of Fraser-Fort George in Prince 
George, BC. She can be reached at 
ssimola@rdffg.bc.ca or 250-960-4421. �

MISA BC Conference Shaping Up

City of Hamilton To Be Featured at GTEC Week
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By Steven Garner
MISA BC Membership Chair

T
he spectacular and serene
Dunsmuir Lodge, just north 
of Victoria, was the setting for

the 2003 MISA BC spring meeting.
This year’s event was the first that
was not combined with the annual
general meeting, which was held
earlier in February. The new format
provides more meeting and net-
working opportunities for MISA
members at both the spring session
and throughout the year.

In addition to launching a new
meeting schedule, the 2003 spring
meeting was used to promote the
creation of special-interest groups
(SIGs) under the MISA umbrella. The
objective of SIGs is to provide an 

opportunity to have more focused
discussions and idea sharing for
topical issues such as Web technolo-
gy, mobile workforce, network secu-
rity and geographical information
systems.

With this concept of SIGs in
mind, the spring meeting focused
on three potential areas: mobile
workstations, high-tech workforce
and network resource management.
Rogers AT&T Canada gave an
engaging presentation on the
future of mobile workstations and
emerging wireless technology, and
Dell Canada provided a fascinating
session on the world of network
storage. Derek Bullen, a human
resources expert, provided an uplift-
ing talk on motivating the high-tech
workforce.

Throughout the day discussions
took place concerning which areas,
in addition to those presented,
would make good SIGs. A special
break-out session was held for Web
technology that drew many of the
delegates – clearly lots of interest!  

At the end of the day two formal
SIGs were created with the potential
for a third. Anthony Rodgers (arodgers
@dnv.org) from the District of North
Vancouver agreed to be chair of the
MISA Web Technology SIG, while Frank
Mayhood (fmayhood@city.kamloops.
bc.ca) from the City of Kamloops 
is the interim chair of the Mobile
Workforce SIG. A search is also on
for a GIS SIG chair.

Interested members can e-mail
me at steven.garner @csaanich.ca.
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M
ISA Ontario and the City
of Ottawa will present a
unique two-day confer-

ence in October designed to help
municipalities deal with the chal-
lenge of security.

The 1st Annual MISA IT Security
Conference and Workshops will
take place October 21 and 22,
2003, at Ottawa City Hall, 110
Laurier Avenue West. The City of
Ottawa Information Technology
Services Branch will be host.

Tuesday, October 21 will 
be devoted to an IT security 
conference with the theme of
“Developing a Municipal IT
Security Program”. Conference
sessions tentatively include:

• IT security guiding principles;

• Current municipal IT security
programs;

• IT security products and tools;

• Resources available to IT secu-
rity practitioners;

• Panel sessions where delegates
will have the opportunity to
raise issues and ask questions.

On Wednesday, October 22nd,
representatives from Sensible
Security Solutions Inc. and Cinnabar
Networks Inc. will be presenting
four IT security workshops.

Tentative workshop topics
include how to implement an IT
security program, current 

(continued on page 8)

Conference On
Security Set
For Ottawa

MISA chapters in Ontario and British
Columbia have elected new executive
teams at their annual meetings.

Both chapters added new posi-
tions. Ontario increased the number
of executive members at large to five
from three with the additions of
Bruno Mangiardi and Jury Konga,
while Scott Bradford also joined as 
a regional director. The BC chapter
created the position of secretary,
filled by Nasim Karsan.

Complete lists are on page 43.

Two Chapters Pick
New Executives

BC Chapter Creates
Special-Interest Groups



MISA Ontario Associate Members – 2003
We are grateful for the support and participation of the following 70 companies:

Albert White Technologies   

Assured Performance
Monitoring

Applied Geologics Inc.

J. D. Barnes Limited

B Wyze Inc.

Bell Canada 

Brother Canada  

CDI Education Corp.

CNC Global Ltd.

Cayenta Inc.

Chartwell Inc.

Chryxus Corp.

Cognos Inc.

CommVault Systems Canada

Compugen Inc.

Computer Associates 
Canada Co.

CompuPower Systems Ltd.

Conestoga-Rovers &
Associates Ltd.

Deloitte & Touche  

Dell Computer Corporation  

DirectIT Canada Inc.

EDS Canada Inc.

Eastern Independent Telecom

ESRI Canada

Ever America Corp.

Fluke Electronics Canada Inc.

Forhan Rogers   

Gartner Group Canada  

Getronics Canada Inc.

Hansen Canada 

Hewlett-Packard 
(Canada) Ltd.

HyperTec Group

Hummingbird Ltd.

IBM Canada Ltd.

IHS Solutions Limited   

IT World Canada Inc.

Infinity Technologies Inc.

Information Technology
Works  

Intergraph Canada Ltd.

Jackson Begg Ltd.

Kalware Microsystems Inc.

Keating Technologies Inc.

Kronos Computerized Time
Systems Inc.

Lexmark Canada Inc.

Litco Systems Inc.

LocusDialog  

MERAK Systems Corporation  

Microsoft Canada Co.

Nelligan O’Brien Payne  

Novell Canada Ltd.

Oracle Corporation 
Canada Inc.

Orion Technology Inc.

PSTG Consulting Inc.

Packet Works Inc.

PeopleSoft Canada 

Pink Elephant

Parksmart Inc.

Prior + Prior Associates Ltd.

Projek Design & 
Development Inc.

Q9 Networks Inc.

SaltSpring Software Inc

TELUS

Teranet Enterprises Inc.

Toshiba of Canada 

triOS Training Centres Ltd.

UNIS LUMIN Inc.

Vadim Computer
Management Co.

Veritas Software  

WP Conversions 

xwave Solutions Inc.
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Conference to Examine Security Methods
(continued from page 7)

trends in malicious activity and how
to defend against network attacks,
and technology/tool demonstrations.

David Johnston, manager of IM/IT
Planning & Security for Ottawa, says
the sessions will emphasize how
smaller municipalities with limited
resources can identify opportunities
to initiate or improve security 
programs.

Registration for the conference
and workshops will tentatively begin

September 9. There will be a limit of
125 delegates, based on receipt of
registration forms.

Registration fees for the two-day
conference and workshops, including
continental breakfast and lunch on
both days, are as follows:

• MISA member and associate
member representatives: $100

• Municipal employees: $125

(non-MISA members)

• Others: $175

Please note that registration for
the conference only, or the workshops
only, is not available. Delegates must
register for both days.

Additional registration and
accommodation details will tenta-
tively be available by September 9 on
the MISA Web site at www.misa.on.ca.

For further information, please
contact Jane Gale at jane.gale@
ottawa.ca or call 613-580-2424,
extension 20048.





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. © 2003 Intergraph Corporation, Huntsville, AL 35824 

With Intergraph and Hansen, 
the City of Hamilton can.
The New City of Hamilton, Ontario, Canada has a 
population of more than 500,000 people, and is made up
of six former municipalities; Hamilton, Ancaster, Dundas,
Flamborough, Glanbrook, and Stoney Creek. When these
municipalities merged, they realized that they needed
streamlined information management as well as integrated
databases and applications to manage the increased
demands put on the New City of Hamilton’s infrastructure.

Using the GeoMedia-Hansen Interface, the City was able 
to seamlessly combine two parallel public works databases,
reducing redundant efforts, while significantly improving the
ability of their staff to locate information and process work-
flows to manage and maintain their water/wastewater infra-
structure. Visit www.Intergraph.com/gis/hamilton for more
information. Or call 1-800-791-3357 or 1-256-730-7191. 

R

Can you easily identify and 
manage your water and 

waste water assets?
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By Michael Neumann
President, Bell Mobility

This article is excerpted from the keynote address to 
the MISA Ontario annual conference in Hamilton on 
June 2, 2003.

I
find it a little ironic that access to information and
the availability of information that was supposed
to make us more productive now challenges our

ability to further improve productivity.

According to a recent Ipsos-Reid poll, 40 per cent of
Canadians can’t even keep up with their e-mail. And the
information tidal wave is looming larger every day.

My observation of your business is that many of you
and your departments are caught in the “busy work”
vortex of collecting, organizing and storing information.
The result, I believe, is that the information process is 
stifling municipal progress.

The way forward, I believe, is by untethering the 
productivity of your people and process.

Our research clearly shows that people want solutions
to the increasing demands on their time. They want
solutions that make it easier to do their job. People want
control and they want balance. They want simplicity.

Well, when it comes to simplicity we have found
there are two key measures of success:

1. The necessity to make processes more transparent
and user-friendly;

2. The need to equip and empower people.

That is why wireless is proving to be a powerful solution.
Wireless solutions connect people to information in real
time – when and where they need it – for improved effi-
ciency and effectiveness. Quite simply, wireless solutions
simplify process, help people regain control, reduce cost,
and drive productivity.

It is just recently, in the last year in fact, that three key
factors have combined to make wireless data solutions 

a truly compelling proposi-
tion for many municipal
governments in Canada.

One – We needed “next
generation” networks that
would, at minimum, mirror
your desktop experience.
We have them now. I am proud to say that Bell Mobility
was the first wireless carrier in Canada to launch its 1X
network in February of 2002. Now your desktop can
travel with you, rather than you travelling to it.

Two – We needed high functioning wireless devices.
It is just in the last year that advanced products like the
Audiovox Thera, the Blackberry 6750 and the Sierra
Wireless Air Card 555 have opened up new worlds of
productivity and efficiency. And just recently we
launched the Kyocera 7135, a new handheld that com-
bines a cell phone and Palm Pilot.

Three – We needed more advanced wireless data
applications and adaptations of desktop applications for
wireless. But without the new 1X network and
enhanced wireless devices we couldn’t use them – until
this past year. Now, Novell, Microsoft, Lotus and Pen
Systems have new and exciting wireless applications
available today, on a variety of devices.

The result of this confluence of factors has been the
rapid expansion and deployment of wireless solutions in
many sectors of business and private life. At Bell Mobility,
we believe that there is no business more suited to, and
no group of mobile professionals than those in the
municipal world more able to, take advantage of the
benefits of wireless solutions.

We have formed a tri-corporate partnership with
xwave and Pen Systems and set a simple objective: to
improve our communities – wirelessly – through custom,
bundled solutions comprising devices, applications and
network services specifically for municipalities.

Pen Systems provides the customized applications
and programs; xwave integrates the wireless solution

SEPTEMBER  2003

Now You Can Integrate 
Wireless Technology
Into the Municipality
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Michael Neumann add-
resses the MISA Ontario
annual conference.
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applications into the municipal infrastructure; and Bell
Mobility manages the entire process from spec to
launch, providing the network and product services.
All three companies are associate members of MISA
Ontario.

Success Stories 
So, why should you consider wireless? Wireless permits
your people to create, collect, and communicate data 
at its most valuable point – the point of origin. Many
municipalities have already benefited from wireless
solutions.

At the City of Greater Sudbury, we and our partners
at Pen Systems have worked on a solution for fire 
prevention. Like many of you, I am sure, Sudbury Fire
Prevention staff had too many inspections to perform
with too little staff.

Staff were overloaded – literally – with bulky binders
of information. Time spent searching or updating infor-
mation was taking them away from the important job 
of fire prevention and safety.

Our solution was a customized version of a Pen
Systems application, Inspector+, run on PDAs. The
application is loaded with Ontario and local Fire Code
and customized fields that captured the look and feel
of Sudbury’s paper-based forms.

Today Sudbury has reduced paperwork, increased
the number of inspections, and saved more than five
months of time each year by eliminating the need to 
re-enter data.

Doug Nadorozny, general manager of economic
development and planning for Sudbury, says,“The City
of Greater Sudbury has benefited enormously . . . field
staff have the information they need with them, which
translates to better service for our citizens . . . The orga-
nization benefits from an overall increase in data consis-
tency and reliability . . . to ensure we are making the
right decisions in the field and the office.”

Another installation has made the Region of
Muskoka’s Public Works department work better.

With a solution called Crewcard on about 50 PDAs,
Muskoka is now able to track public works assets, coor-
dinate the myriad of tasks and the multiple inputs
required of things like machinery, and manage and track
the regular and overtime of all crews.

Drive time has been reduced, clerical time is now
one-eighth of what it used to be, and management feels

much more in control of assets, materials and time costs.

These two examples help illustrate my point – that
wireless solutions can work across all services and
departments, such as Public Health, Police, By-law
Enforcement, Building Inspections, Public Transportation
and Risk Management, to improve service, reliability and
productivity.

Selection Criteria

If you and your management team are considering 
a wireless strategy, thoroughly evaluate all potential
wireless providers. We think four areas need your rigorous
due diligence:

1. The most important: does the service provider have 
a track record of superior service and customer 
satisfaction or “churn”? 

2. Network evolution, capability and reliability: how
robust and extensive is the network of your service
provider?

3. Hardware needs: what do you need to implement an
effective wireless strategy, and can your provider 
get relevant, state-of-the-art devices for you at a 
reasonable cost?

4. Applications: again, what do you need to run an 
effective wireless strategy? 

So, my advice is to start with a strategy. Determine
what your municipality needs and how wireless can
meet those needs. Do the due diligence. And then 
work closely with your wireless partner to design,
implement and manage the solution that’s right for 
your municipality.

It works. It’s working for a number of communities
now with many more coming onstream. Cities like
Richmond Hill, which is moving forward with us on a
pilot project with their building inspectors.

And right here in Hamilton they have successfully
piloted a wireless solution for their public health nurses
and are now rolling it out to all public health nurses in
their school program.

These cities and many others have recognized 
that, now more than ever, municipalities need simple,
real-time solutions to effectively manage their informa-
tion process. For this reason, I encourage everyone to
consider wireless.

Don’t let the information process slow your munici-
pality’s progress! �

SEPTEMBER  2003
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By Mike Richard
City of Fredericton, NB

A
unique wireless solution in Fredericton is now
providing fibre access for more than 20 orga-
nizations throughout the city – and it was all

built with existing funds and teamwork.

e-Novations is a City of Fredericton municipally-owned
corporation and registered CRTC non-dominant carrier.
It is responsible for deploying and maintaining a high-
speed fibre-optic network and a high-speed wireless
network, which extends the fibre network into every
corner of the city.

As the capital city of New Brunswick, Fredericton is
home to the University of New Brunswick and Saint
Thomas University. It is also the centre of IT business in
the province. With a population of 50,000 and an addi-
tional 35,000 in the greater area, Fredericton was just
the right size to take on such a project.

The catalyst was Industry Canada’s Smart Community
competition. Although Fredericton was not awarded
any funds from Industry Canada, the project forged
ahead with investment from the private sector and
from the City of Fredericton. It was and remains an
economic development project.

The economic model is based on the City of
Fredericton’s network requirements and the require-
ments of other major stakeholders. When networks are
built or replaced, we overbuild them, and the capacity is
available for use by the private sector on a cost-recovery
basis. Network technologies are chosen with this in
mind. Fibre cables are overbuilt with extra fibre strands,
and wireless solutions are deployed with very large 
subscriber capacity.

Fibre Network

Since the year 2000, when e-Novations began its work,
approximately 30 kms of fibre-optic network have been
deployed within Fredericton. The backbone of the net-
work has been completed and is being used by more
than 20 organizations. Network members range from

the City itself to private IT companies, UNB, NB Power, a
local ISP and Group Telecom.

Uses range from connecting multiple locations
together to selling ISP services across the network.
e-Novations is responsible for engineering, acquiring
fibre cable, installation, and splicing and managing 
portions of the network.

Wireless in the City
During the initial stages of the project, it was clear that
fibre optics would not be a solution for many poten-
tial users. At full cost, fibre can run as much as $20,000
a kilometre. It is difficult if not impossible to come up
with a business model to deploy fibre to small- and
many medium-sized businesses.

e-Novations investigated a number of wireless data
technologies. The first wireless deployment was a pro-
ject to connect the local airport to the fibre network
using 802.11.b technology. Using off-the-shelf technolo-
gy and making use of two City-owned strategic sites, a
water tower and City Hall’s clock tower accomplished
this. The airport now enjoys high-speed Internet and
offers it free to the travelling public and to its tenants.

The cost of deploying 802.11 devices was still too
high when looking at small businesses and home
offices. During e-Novations’ search for a solution,
Motorola developed a point- to multi-point wireless
technology called Canopy. Canopy offers a better price
point and scalable platform. The cost and ease of use
has enabled e-Novations to deploy a citywide footprint
in less than six months. A number of City sites were
selected as access points, with each capable of serving
up to several hundred subscribers.

Using the City as its best customer, e-Novations was
able to build the Canopy network using existing funds.
No new money was required. Building out to all the
small City sites made possible the construction of a
wireless network with a great deal of overcapacity. This
has been made available to the private sector, and the
take-up rate has been surprising. By word of mouth
alone, e-Novations has been bringing on an average of
two new commercial subscribers a week since mid-winter
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2003. These include small businesses and home users.
e-Novations is responsible for the backend network,
and BrunNet, a local ISP, is responsible for marketing,
support and customer billing.

Wireless Hot Spots
The renewed Canopy wireless network replaced an
older 802.11 wireless network that the City previously
used to get to its smaller sites. As a result, there was a
surplus of still-functioning access points. These 802.11
surplus access points have been redeployed to build the
City’s first two “wire-free zones.” Each zone is sponsored
by local businesses and offers free Internet and commu-
nity network access in common areas such as parks, the
marina and plazas.

Anyone with a wireless 802.11 NIC card in his or her lap-
top can enter these zones and connect at no charge. Future
plans include coffee shops and hospital waiting rooms.

Fredericton has the country’s first City-supported
wireless hot spots, and they are completely free of
charge. Why? To set Fredericton apart. So that our 

citizens and visitors take notice that Fredericton is a
unique and forward-thinking place.

From Vision to Reality
By overbuilding fibre and wireless networks and select-
ing scalable solutions, connectivity can be shared with
other community network members, and the cost of
ownership becomes very attractive.

e-Novations is a not-for-profit municipal corporation.
The positive revenue generated by its efforts is reinvest-
ed into the network to build an ever-increasing footprint
and upgrade network electronics.

This was the original vision of e-Novations in the year
2000. And, only three years later, the reality has surpassed
the vision.

Mike Richard is senior project manager, information tech-
nology at the City of Fredericton and vice-president 
of operations at e-Novations. He can be reached at
mike.richard@fredericton.ca. �
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By Francis Loughheed

C
ommunity portals are attracting lots of atten-
tion in the municipal IT world. Municipalities
are being encouraged to work with other 

community groups to provide online resources for 
community development, and IT managers are often
recruited as technology advisers to advise on community
portal deployment. The issues are numerous, but 
one keeps coming up again and again – long-term 
sustainability.

Here are 10 critical steps to success in developing a
sustainable community portal.

What is a community portal? 
Portals are a misunderstood buzzword in the IT commu-
nity. Simply put, a portal is a Web-based application. It is
not a Web site but an online application that aggregates
content, online services and other applications, permitting
users to access that content in a convenient and personal
way. With a municipal portal, a municipality aggregates
content and services to present to its citizens.

A community portal is distinct from a municipal 
portal because the focus is on creating an online 
application that aggregates content, services and 
context from across the community in a citizen-to-citizen
tool. In other words, a community portal is a single 
point for citizens to find information for their own 
geographical area.

As the delivery mechanism for municipal information
and services, a community portal can be a highly inter-
active interface for a municipal portal. A number of
Ontario communities such as Windsor and Cornwall
have deployed community portals with collaboration
functions that permit citizens to work together online.

To build a community portal that is sustainable in the
long term requires planning, and it also requires that key
decisions are made early in deployment.

Following these 10 steps will help achieve this goal:

• Community readiness

• Community coalition

• Content and functionality

• Hardware and software selection

• Financial plan

• Portal deployment 

• Moderator training

• User training

• Community promotion program 

• Renewal and phase two.

Step One – Community Readiness
It’s essential to determine your community’s readiness
for a community portal. Sustainability depends 
on a broad community coalition that will work together
to make a portal successful. Some key questions to ask
include:

• Is there a community champion who can lead the
project who has broad community respect? This 
person does not have to be a technical wizard but
needs to understand the concept and be able to sell
it to the community.

• Is there municipal support from the mayor, council
and senior administration? Agreement from munici-
pal leaders is essential, and it’s also important for
funding agencies.
Municipal IT managers will typically be involved in
some manner, either as a consultant to the communi-
ty coalition or in the actual deployment and system
administration. For many councillors, the concepts
may be a challenge initially, so senior administrators
need to support them by providing all the informa-
tion that they need.

• Is there interest in the broader community, enough
to form a steering committee? If there is no interest
with key community stakeholders like community
groups and businesses, the community portal will
fail. A coalition is essential, and public libraries and
educational institutions in particular need to be 
partners.
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Step Two – Community Coalition
Government funding typically involves leadership from
a community non-profit coalition and the municipality
involved. Matching funds from the stakeholders are also
usually required. A strong coalition with a formal gov-
ernance structure will lend credibility to the project. The
stronger the coalition, the more successful the 
community portal will be.

A community portal coalition ideally represents the
following areas: municipal,
county and regional
administrations; social ser-
vice groups and agencies,
and NGOs; business sector;
local public libraries;
tourism bureau; arts and culture sector; and education,
including post secondary education.

Specific steps include:

• Memorandum of understanding – each of the coalition
partners should sign an MOU that recognizes their
contributions and willingness to participate in a posi-
tive and productive manner.

• Identify funding opportunities. A community portal
will be built with funding from several internal and
external sources. Typically, government grants will
need matching community funds, both tangible and
in-kind. Ensure you have a strong financial base, and
include operational funding for at least two years 
following deployment to assist in the promotion, use
and integration of the portal into the community
fabric.

• Steering committee: Assign a steering committee of
approximately seven to nine people to oversee the
implementation. Nothing will kill a community 
project quicker than too many supervisors. Give the
steering committee a strong mandate and budget,
and let it  get on with the job. At the same time,
ensure there are appropriate accountability sys-
tems in place for reporting to the broader coalition
and community. Let the steering committee hire
staff and consultants as needed.

• Good governance: Ensure that minutes of meetings,
agendas and other good project management
tools are in place to support proper deployment
and professional management. Community projects
led by volunteers should not lack for professional-
ism. Regular progress reports should be made to the
broader coalition on a quarterly basis.

Step Three – Content and Functionality
Once the steering committee has been established, the
committee needs to confirm the kind of portal that will
best meet the community’s needs and define the con-
tent and functionality. An overview of content is essen-
tial to contract deployment.

Remember that the goal of a community portal is not
to replicate what is already being done, but to create a
tool that permits users to access content and online

services from wherever
they exist in the com-
munity. Sustainable
community portals incor-
porate other existing con-
tent and information.

Consider these questions:

• Will this be a municipal or community portal?

• Is citizen-to-citizen collaboration and community
development a key objective?

• What content and online services already exist? 
How do you link to them?

•  What kinds of content and services would be desirable,
but do not now exist? Who could you find as a partner
to provide such content and services?

• How do we link to other databases and Web sites in
the community?

• What kind of functionality and e-services would we
like to have in the future for:

- Educational institutions – including e-learning and
school collaboration sites

- Social services – community database

- Business – including business listings and 
e-business for SME sector

- Municipalities – online transactions, council 
minutes, databases, tax information

- Tourism – online reservations, information,
conventions, post cards

- Arts and culture – information, registrations, ticket
information, craft database.

Step Four: Hardware and Software
Based on the requirements developed in step three, you
next need to evaluate and select hardware and software
to meet those needs:

• What hardware and software do you already have –
can you build on existing tools?
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• Scalability and use: How many users will be on 
the portal concurrently; what does that mean for
hardware and software choices; what kind of growth
in use are you projecting; how scalable is your 
hardware?

• What operating systems will you use, and are they
compatible across the community?

• What hardware and software is available? This is a
rapidly changing market, so research what other
communities are using and assess what solutions
might work for you. Proprietary or open source solu-
tions? Software is only a small part of the total solution.
What maintenance and support agreements do you
need from vendors?

• What is the total cost of ownership?

• Look at other portals and ask what they are using.
What would they do better, or differently?

• Develop and Iissue an RFP.

• Select vendors who share your commitment to 
community portals and your community, and who
can provide long-term support.

Step Five: Financial Sustainability

Of all the steps, this one is the most crucial. With the
answers to steps one through four, you should have the
information necessary to develop a long-term sustain-
ability plan. This plan is the “business plan” for the devel-
opment and promotion of the portal. Too often, access
to government capital funds leads to orphaned projects
that cannot be sustained operationally.

This plan needs to be agreed to by the coalition part-
ners before contracting for deployment. Our experience
strongly suggests that community portals should be
considered a community asset, like good roads, good
water and a good environment.

Remember: community portals are not designed to
make money. Rather, they are designed to enhance the
quality of life in a community.

In developing this financial plan, the basis of a suc-
cessful community portal will depend on lowering the
operational costs through the use of sharing resources
and staff, and using volunteers for content management.
Revenue to cover the operational expense should come
from a variety of sources to give financial stability. One
caveat: long-term credibility will be compromised if

online advertising is the central revenue model.

A sustainable community portal can be created using
the following revenue sources:

• Service fees: Use advanced portal functionality 
to develop service fees for groups, organizations 
and others who wish to use such features. Provide
value-added portal services for municipalities or
other coalition partners such as employee portals,
which use the same hardware and software but are
distinct from the community portal. Check software
licences to permit you be an alternate software
provider (ASP).

• Shared services: Use the portal to share IT services
with coalition partners, and use the cost savings as
contributions to sustainability.

• Sponsorship: Sponsorship is not the same as advertising.
Corporate sponsors can be used to subsidize content
areas and collaboration features. As sponsors, they
can have links to their information and corporate
messages.

• Transaction fees: If the portal is the host for municipal
or other online transactions, it should earn some 
convenience fee for providing access to the service –
again, be careful that you do not ask too much of this
income stream.

• Operational grants: If the portal is presented and
developed as a community asset, then some tax 
support from municipalities should be discussed.
Long-term sustainability should not be exclusively
the mandate of the municipality. Nevertheless, long-
term participation and support recognizes the value
of deploying technology that will enhance both the
quality of life and the resident technical capacity to
promote greater employability.

A community portal is clearly an asset that the
municipality can promote as part of its public 
profile. Long-term municipal support should be 
provided as a contribution to sustainability.

Step Six: Portal Deployment

With a financial plan in place, deployment can begin.
Long-term sustainability can be significantly enhanced 
if appropriate technical and application development
choices are made. Deployment includes configuration 
of the hardware and software, loading test content,
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piloting the portal services, and then going into full 
production mode.

Technical considerations

• Location of servers - central or distributed architecture

• Replication and backup procedures

• Broadband backbone and service

• Connections to legacy systems.

Technical Deployment

• Configure database, application server and portal
server.

• Link to databases.

• Configure LDAP and content management.

• Deploy portlets and support services – including 
log-in, help files, event calendars.

• Pilot user navigation.

• Adjust from pilot feedback.

Community Development

• First pilot 
- Keep user base to steering committee.
- Test look and feel only.
- Make recommendations.

• Second pilot
- Expand to test users in community.
- Test look and feel.
- Test services for functionality.
- Make recommendations.

• Soft launch
- Select four to five core community groups.
- Load in content.
- Develop content management policies.
- Train moderators.
- Test scalability.

• Full production
- Promotion campaign
- User training
- Community promotion.

Step Seven: Moderator Training

One of the keys to building a sustainable portal is 
volunteer involvement. Community content contribu-
tions require moderation to ensure compliance with
community standards. Volunteer moderators from 

community groups will need training on policies and
procedures.

As the portal grows, moderators become the catalyst
for encouraging contributions. In fact, moderators are
key to the continuing success of the portal.

Choosing a moderator

• People oriented, with a strong community interest

• Credibility in the community she/he will be moderating

• Interest in technology (note: this doesn’t necessarily
mean being a technology wizard or geek, but an
interest and ability to manage technology is helpful.)

• Training
- Portal orientation
- Portal policies understanding
- Moderation techniques
- User sign-up and control procedures
- Promoting online community development
- Practical experience and trials
- Support program

Moderators need strong support from the coalition.
The total success of a community portal is built on the
users finding value in the community portal. It is better
to have fewer good moderators than more less-interested
individuals.

Plan for moderator transition and develop a succes-
sion program for moderators. Recognize moderators
who are doing an excellent job – this will promote long-
term success.

Step Eight: User Training

Once you go to full public launch, be prepared 
to provide user training. With coalition partners like
libraries and educational institutions, provide free user
training.

Remember that an online community portal is an
application, not a Web site. While familiarity with Web
use is helpful, accessing and using the portal features
will promote use and contributions.
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Portal user training should include:

• Portal overview

• Features and benefits

• Portal navigation

• How to find what you are looking for – portal search
techniques

• Using online services

• Searching the portal

• Using collaboration features (if offered)

• How to use the portal in your organization

• Practical online time

• Advanced subjects.

Successful user training lets the user have lots of
online time to see how things work. A demonstration
with ample time to try the portal out is crucial to success.

Step Nine: Community Promotion

Long-term sustainability depends on use from as many
people as possible in the community. Community por-
tals are a new medium of communication in any
municipality, and continual promotion is necessary 
to help everyone understand their use and value.
Most importantly, long-term success will occur 
when the portal is embedded into the community 
culture. It takes time and work in the community to 
help people understand how to use and adapt the 
portal to their needs.

Community promotion should include the following
elements:

• Advertising and promotion in print and other media

• User handbooks at community locations

• Promotion of user training

• Online contests and recognition

• Online events on specific community issues

• Cross linking to other community sites

• Reference to the community portal in coalition and
group advertising and promotion

• PR articles in local media.

Essential to the portal’s adoption and acceptance
are individuals who can work one-on-one with commu-
nity groups to show them how to use the portal. The
ultimate success occurs when people see the value of

the portal in helping them do what they do in the com-
munity better and more easily.

Step Ten: Renewal and Expansion

As the portal grows and develops, the original steering
committee and coalition members will have made their
contribution. Renewal and expansion will rely on new
partners becoming involved in the portal. Long-term
success and sustainability will rely on new advocates
and users of the community resource. Renewal is all
about bringing in those new coalition partners and 
finding new ways for the portal to be of value in the
community.

As you expand, new champions will emerge and, by
recognizing and developing these new champions, you
will promote sustainability.

People, Value and Access

Community portal sustainability can best be summed
up as people, value and access. Technology is the easy
part – getting people to value the community portal is
what generates long-term sustainability.
Communities, sponsors and government will provide
funds for those projects that residents value and sup-
port with use.

By recognizing the 10 steps, municipal IT managers can
promote the deployment of a successful community portal.

Additional Resources

• Industry Canada Smart Community Projects:
smartcommunities.ic.gc.ca

• Connect Ontario Program: www.ontariocanada.com/
ontcan/en/rts/rts_connect-ontario.jsp

• Cornwall Community Collaboration Portal:
www.thevillagehub.ca

• Community portal information:
www.citizensynergy.com

Francis Loughheed (francis@citizensynergy.com) was 
facilitator for Smart City Cornwall, which implemented the
Village Hub community collaboration portal in Cornwall,
Ontario. A presenter at the MISA Ontario 2003 annual con-
ference, he is working with WEconnect in Windsor, Ontario
for the deployment of a community collaboration portal
under the Connect Ontario program. �
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By Anne James

F
or Fort St. John, British Columbia, a tight budget is 
a feature of its geography. Situated in the middle
of BC’s oil patch, in the Peace River region, the City

has no industrial tax base. The local oil and gas opera-
tions are well outside municipal boundaries, so it has to
rely on residential and commercial taxes to serve a
rapidly growing population of 17,500.

In addition, in 1993 Fort St. John embarked on a 
tax-reduction program and froze its tax revenues. So
the last 10 years have been an exercise in learning to 
do a lot more with a lot less. And that has produced 
creative solutions that have made Fort St. John one 
of the most technologically advanced municipalities 
in Canada.

This fall, Fort St. John’s tech revolution comes to
fruition, with the launch of a cutting-edge municipal
Web site – a virtual city hall that permits residents and
businesses to get everything they need from the City
online. From booking the hockey rink, to applying for a
construction permit, to buying a cemetery plot – all will
be accessible 24/7, from anywhere in the world.

How did a small municipality with a budget freeze
get brand-new, cutting-edge technology?  

It formed a partnership with TELUS in a unique
arrangement that could revolutionize the way munici-
palities manage their Internet presence.

“We were very interested in electronic service delivery
to improve our service level to customers,” says City
Manager John Locher.“But it became obvious that we
didn’t have the resources to pay for it with the traditional
means.”

City administrators envisioned a subscription system:
working with a partner organization that would develop
and run the site, for which Fort St. John would pay a
monthly fee – thus eliminating the need for a large 
capital investment.

“It was an opportunity to create a long-term partner-
ship,” says TELUS account manager Andrew Devlin.
“TELUS is committed to the long term. If we could

make it work, we knew we’d be their first call for all their
future IT requirements.”

An integrated end-to-end solution was created:
everything from a Web portal for City staff to high-
security data storage. The centrepiece of the project,
though, is the virtual city hall: TELUS BookIt software for
booking and paying for city facilities,TELUS PayIt software
for paying municipal fees and a custom-designed user
interface – all for one affordable monthly fee.

“Not only are we providing a significantly expanded
service to our residents,”says Locher, “but we’re improving
efficiencies through our employee portal. Improved
Web-site hosting, secure data backup and all of that will
be done at a lower cost than we could have achieved on
our own or by paying for it up front.”

Locher estimates that the Web site will save the City
three staff positions, out of a total workforce of 105.

Another key advantage, says Devlin, is that Fort St.
John never has to worry about updates or modifications.

And for budget-conscious Fort St. John, there is an
additional benefit to the arrangement: a unique fee
structure based on cost-sharing. As more municipalities
sign up, the monthly fee is reduced, making this solution
even more cost-effective.

Now, Fort St. John is applying the cost-sharing model
to other operational projects. Two years ago, the City
purchased a Nortel VoIP system from TELUS, replacing
an eight-year-old legacy switchboard and consolidating
the phone systems at all its locations. When the Peace
River Regional District, which has an office in Fort St.
John, needed to upgrade its own switchboard, the
District and the City decided to consider sharing the
VoIP network, which could spread the cost and further
improve service to the community.

The key to Fort St. John’s tech revolution, says Locher,
was the partnership with TELUS.

“A lot of other firms that size wouldn’t even talk to 
a municipality like us. When we came forward with a
good idea, we had the attention of senior executives.”

Anne James is a freelance writer. Andrew Devlin is an
account manager with TELUS. He can be contacted at
andrew.devlin@telus.com. �
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With nearly 40 vendors to visit, take the time to catch up on and learn about the latest and 
greatest ideas in the Industry.   

The 2003 MISA BC Fall Conference Committee is pleased to announce this year’s fall        
conference co-hosted by the Regional District of Fraser-Fort George and the City of Prince 
George. 

The conference will take place at the city’s premiere conference & multipurpose facility.  The 
Prince George Civic Centre is located in the heart of downtown Prince George.  The          
conference hotel, The Coast Inn of the North, is right across the street. 

This is going to be an opportunity for MISA members to network in northern BC’s capital in 

 

W E L C O M I N G R e c ep t i on s  

V E N D O R  T R A D E  S H O W 

You’ve kept yourselves busy networking, attending the trade show, and participating in 
workshops.  Now it’s time to sit back, relax and enjoy the outstanding food offered by The 
Coast Inn of the North’s Executive Chef and the frolicking period entertainment of the    
famous Prince George Follies! 

G A L A  B A NQ U E T  W I T H  EN T E R T A IN M E N T   

C O M P A N I O N P RO G R A M 

R E G I S T R A T IO N IN F O R M AT I O N    Please register on-line at www.misa.bc.ca          

Early Bird Special: $199 register and pay by August 8, 2003.  Regular Registration : $300 after August 8, 2003.  Payment in 
full  must be postmarked prior to the early bird deadline date in order to receive the discount.   Please pay on line with your 
VISA or MasterCard, or make cheques payable to MISA BC and mail them to:   

MISA BC 2003 Fall Conference—Attendee Registration, Unit 758, 101—1001 West Broadway, Vancouver BC  V6H 4E4 

Companions will enjoy many different social activities throughout the conference including 
the museum, the art gallery and the jet boat tours at Huble Homestead. 

J e t  b o at  r i v e r  t ou r  t o  h ub le  h o m e s t ea d 

Monday afternoon—tour to the Giscome Portage where the historic Huble Homestead is 
located.  Enjoy a number of activities including jet boat tours on the Fraser River. 

A c c o m mo d a t io n  &  C o nf e r e nc e  f a c i l i t y  d et a i l s  

The Coast Inn of the North 
770 Brunswick Street 
Prince George, BC, V2L 2C2  CANADA  
Ph. (250) 563-0121  Fax. (250) 563-1948 
Res 1-800-663-1144 
www.coasthotels.com 

The Prince George Civic Centre 
855 Dominion Street 
Prince George, BC V2L 5L1  CANADA  
www.city.pg.bc.ca/civiccentre 

MISA BC 2003 
September 22-24, 2003 - Prince George, BC 

1. For those who arrive on Sunday, the 21st,  an informal get-together is planned.    Details 
will be provided when you register at the hotel. 

2. Monday evening 6:00 to 9:00 pm.  A super networking opportunity held adjacent to the 
open trade show area with hot & cold hors d’oeurves, activities and prize draws. 

“Keeping up with Changing Times” 
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By Lawrence Moule and Jane Morgan
Co-editors, Municipal Interface

S
o many ideas, so much information, so many people
to talk to. The 2003 MISA Ontario annual conference
in Hamilton was a jam-packed three days of sessions,

networking, information sharing, strategic planning – and,
for good measure, lots of trademark MISA enthusiasm.

Held on June 1-4 at the spacious Hamilton Convention
Centre, the conference was organized with consummate
skill by Fred Snelling and his team. Presentations drilled
down into every level of IT-related activities, from the
strategic to the practical.

But the biggest issue raised by the conference was:
What is the role of a municipal IT director now, and what
is it going to become?

Keynote speaker
Nick Bontis of
McMaster University
threw this question
open on the very first morning in a high-energy presen-
tation. Management of knowledge, not technology,
must be the priority, he proclaimed.

“In the year 2010 – seven years from now – the
cumulative codified information base of the world will
double every 11 hours. Who’s ready for that?  

“How are we going to survive in the knowledge era
with such an information bombardment?” Bontis, assis-
tant professor of strategic management at the Michael G.
DeGroote School of Business, demanded of his audience.

“We will have to do a lot of things starting with ‘re.’
We must continually retool, renew, relearn and re-profes-
sionalize ourselves as a community.”

Bontis described knowledge management as critical-
ly important to governments. Lives have been lost
because government departments did not share infor-
mation about security and environmental situations.

“IT and IM, in fact, are rudimentary, first-generation
initiatives. Now we must have a higher-order calling.”

His presentation sparked thoughtful conversations
among the record-setting 250 delegates from 64 munic-
ipalities.

“ ‘Re-’ is right,” Jack Lawrence, CIO of the City of
Mississauga, remarked at breakfast on Wednesday. “We

adapt all the time. We have to.

“Whether you are the chief information officer or the
chief knowledge officer, I think that for the next five
years at least, they will be one and the same. We are
looking after the technology, we are looking after infor-
mation, and we are looking after knowledge.”

Larry Bacik, director of information technology for
the City of Barrie, said in conversation that he agreed
with Bontis that IT management is “old hat.”

“We know how to do IT. It’s boxes, it’s links,” Bacik
said. “But we are not IT workers any more. We are man-
agers of people and businesses. My job is not doing.
It’s vision and strategy.”

Roy Wiseman, director of technology services for the
Region of Peel, said the conference presentations con-
firmed the increasingly active role of municipal IT pro-

fessionals: “Rather than sitting back and waiting for
somebody to come to us and say, ‘Here’s how we want
to use technology,’ we have more of a role to say, ‘Here’s
what technology can do.’ ”

The job of the IT department, Wiseman said, is to pre-
dict the future.

“We’re expected to make decisions for the organiza-
tion in many ways and guide it in the use of technology
that is often in its infancy – to be able to predict which
of the trends are going to be important, and to spend
our money wisely on those things.”

For trend-watchers, the content of the Ontario con-
ference pointed to at least three themes: the corporate
role of IT, citizen-centred service and the dominance of
Web technologies.

The Corporate Role of IT
“The conference reinforced the direction we’ve been
going in,” Kari Meek, manager of IT for Kawartha Lakes,
said in conversation. “It gives us more confidence to ask
for support for more alignment between IT and the
business units. I’m not sure that the business units
understand that they have a much greater chance for
success in achieving some of their goals if they work
with us, instead of drawing us in when they think it’s
appropriate.”

MISA Ontario Conference Reveals
New Roles for IT Professionals

“Now we must have a higher-order calling.”
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The IT department’s corporate role is pivotal to
achieving a high-performance organization, said
Tuesday’s keynote speaker Chris Bart, professor of business
administration at the Michael G. Degroote School of
Business and, like his colleague Bontis, an international
management consultant.

Bart’s research has shown that organizations perform
measurably better if all employees are motivated to
achieve a mission statement.

“MIS/IT can make the difference between success and
failure of a mission,”Bart told delegates. “No organization
can become mission-driven unless your department is
aligned with that mission and is making sure the rest of
the organization is capable.”

IT’s corporate role extends from being a top-level
integrator to enabling efficiency at many levels, delegates
heard. One way is to combat knowledge duplication, a
prime generator of waste.

Incoming MISA Ontario President Kathryn Bulko 
was struck by a study cited by Bontis that the average
Fortune 500 company in the US wastes $12 billion a year
because of knowledge duplication.

“That was an excellent presentation, and I can’t help
but think of all the knowledge that the City of Toronto
has,” Bulko said. “It has been amalgamated for five years,
but there are still pockets of information duplicated five
times over. That’s a big concern, and something I’d like
to help change.”

Alignment with human-resources departments was
another focus of this conference, more than in previous
years. Bontis remarked that, “The sweet spot of knowl-
edge management is where HR and IT intersect with
one another.”

A project by the City of Hamilton showed what this
means. In March of this year, the City began running
PeopleSoft applications on its intranet to give employ-
ees self-service capabilities for routine questions and
transactions.

Louis Shallal, CIO of Hamilton and chair of the confer-
ence, said Hamilton is the first city in eastern Canada to
have implemented PeopleSoft’s e-applications that permit
employees to view all of their HR information online
related to employment status, payroll data, time and
attendance and benefits.

A presentation by the project team leaders, Stephen
Mansfield of Deloitte & Touche and Mark Amorosi,
Hamilton’s director of employment and client services,
showed how employees can call up the My Hamilton
site at any time, view all the information that the City
maintains about them, and update selected information
themselves, rather than calling the HR help desk. The

project will soon be expanded to include an e-Recruit
application for online recruitment around the world.

“There are a lot of benefits,” Amorosi said. “Employee
attraction, recruitment and retention initiatives are critical
to any organization to stay viable. And we know that
employee self-service improves employee satisfaction
and morale.”

Citizen-Centred Service
The conference featured several presentations related 
to citizen-centred service, including sessions by the
Institute for Citizen-Centred Services, UNIS LUMIN, the
Region of Waterloo and the cities of Toronto,
Mississauga and Cornwall.

Nicholas Prychodko of the Institute for Citizen-Centred
Services noted that citizens’ expectations are moderating
over time, as people use the Net more. In line with its
mission to develop common measurement tools,
become a depository for best practices, and provide a
platform for cross-jurisdictional initiatives, the Centre is
working with MISA’s support on its new study, Taking Care
of Business, aimed at meeting the needs of the business
community. Results are expected by the end of the year.

Stephen Wong of the City of Toronto described 211
Toronto – a unique initiative that crosses the boundaries
between organizations to deliver services to citizens 
via different channels (call centre, Internet, Blue Book).
A joint effort of the United Way of Greater Toronto,
Community Information Toronto, the City, and the
provincial and federal governments, 211 Toronto was
launched just over a year ago and now receives more
than 25,000 calls a month. By dialing 211, citizens
receive free information about community, social, health
and government services – everything from child care
and language classes to housing services.

Service delivery is the first criterion used by senior
management to evaluate the effectiveness of IT depart-
ments, judging by comments made by speakers at the
CAO/City Manager Forum. This session was arranged for
Wednesday morning at Louis Shallal’s inspiration, the
first of its kind at a MISA conference.

Hamilton’s city manager, Robert Robertson, told dele-
gates that “service to citizens” is the first principle of the
City’s recently adopted IT strategy. All service areas in
the corporation have been given specific instructions to
improve their services through technology.

Consultant Larry Meek, former CIO of Vancouver, said
that a dominant trend in municipalities is to evaluate IT
services in relation to service delivery, as opposed to
cutting costs. Peter Simmons, CAO of the Township of

SEPTEMBER  2003
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Left, the Hamilton conference organizing team
gets behind its leader, Fred Snelling.

Below, conference chair Louis Shallal, left,
presents a gift to Nick Bontis after his 
keynote speech.

Far left, consultant Norah Prior carries on gamely
with her slide presentation despite a temporary
power outage during the Monday sessions.

Left, keynote speaker Art Daniels.

Below, MISA Ontario board members Ruth Gastle
of Microsoft and Mark Lehmann of Hewlett-
Packard at the “beach party” Monday evening.

Left above, Louis Shallal and an unidentified partner dance
to the music of The Alias Tim Reed Quintet at the Sunday
evening reception.

Left, Stephen Mansfield, left, of Deloitte & Touche, and Mark
Amorosi of Hamilton describe the City’s e-applications.C
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Vendor Relationships – 
A conference delegate’s view
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By Terri Darby
Town of Richmond Hill, Ontario

I
had a very good time at MISA this year. It was pro-
ductive, and I also reacquainted myself with Hamilton,
renewed relationships, and met quite a few new peo-

ple including one from Calgary and one from Richmond,
BC. All in all, between the dynamic speakers, the gremlins
in the Convention Centre's electricals and the collegial
atmosphere, MISA keeps me coming back for more.

The time I spent with the various vendors at their
booths during breaks and lunches was also like coming
home. That is, until I got that phone call the day I
returned to the office.

You see, I had participated in a phone survey just a
couple of weeks prior to MISA involving one of the
Fortune 50 technology vendors. It was long but not
painful, and it consisted of multiple choices. It estab-
lished my relationship with various “like” vendors and
then asked comparison questions between those selected
and the spotlight vendor. I had problems with some of
the questions since the two had no real quantifiable
likeness. Nevertheless, to make this short, at the end I
was asked if there was anything this particular vendor
could do to improve their relationship with me and my
organization.

Well, of course, I couldn't let that one go by. So I told
the surveyor that the vendor in question was indeed a
Fortune 50 tech firm but that, in my eyes, any contact
and involvement had been extremely limited over the
last couple of years. In fact, I was the one initiating all
the contact, not the vendor. My understanding was that
this firm had gone through some organizational changes
that affected their relationships with their clients. And I
can tell you, it was felt. They had lost a great opportunity
not only at our organization but at a few others as well.

Finally, the phone survey was finished, and I was asked
if I wanted my name attached to the survey, which of
course I didn't mind in the least, and then I was thanked
profusely for my time. I felt good about what I had con-
tributed but didn't really think a lot about it afterward.
Attending the MISA conference I briefly noted that this

vendor was not present in any form and yet they were
mentioned in several conversations with my peers.

Then a phone call came from one of the directors of
this firm. He wanted to know a little more about my last
comment given to the phone surveyor. He was very
interested in what I had to say and the reasons for saying
it. I even mentioned how I missed his group at MISA. He
immediately picked up on that and asked,“Why MISA?
What was MISA's value to me and to them?”

You see, a couple of his West Coast counterparts had
attended the  MISA BC conference, and both had told
him how good it was and how valuable MISA was to
their organization. I in turn validated his colleagues’
comments.

MISA is about relationships – not in the short term
but over a long time. My IT peers and I talk and not just
about our jobs or projects. We talk about vendors and
their understanding of the municipal government envi-
ronments. The processes, the people, the challenges.
MISA is a microcosm of public service. MISA provides
the vendors with opportunities to establish relation-
ships in a focused manner. MISA is the forum to review
past challenges met and future challenges yet to come.
Why wouldn't a vendor want to be there?  Actively par-
ticipate?  Establish relationships?  Did he buy this?

Well, we had a great chat. I felt that our open discussion
not only helped the vendor but me and my organization.
If this trail from a survey to a conversation turns into the
vendor’s participation at next year's MISA conference,
then we’ll all be better for it.

Lesson?  Maybe. In this era of downturns, reorganiza-
tions and financial retrenching, the most cost-effective
and valuable tool a vendor has is the relationships
established and maintained.

Lesson for my organization?  Relationships with ven-
dors are established through time. Tell them what you
want and how you want it. Educate them about your
style of business, your requirements, your challenges.
I always say,“If you don’t ask, you don’t get.”

This also goes for vendors.

Terry Darby is a manager, application development,
Corporate Services, at the Town of Richmond Hill. She can
be reached at tdarby@richmondhill.ca. �
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Woolwich, said the “test of viability” for IT in small
municipalities, where resources are few and councillors
are skeptical, is how well it contributes to the effective-
ness of service programs.

All this is moving the role of municipal IT professionals
in the direction of integrating their municipalities’ infor-
mation and knowledge for the sake of service delivery.
That was a preoccupation of visitors to the trade show,
vendors found.

“People are telling us that their focus is not IT; we’ve
gone beyond that,” said Linda Barry, account executive
with xwave Solutions Inc. “It’s serving the client, getting
information faster, getting it accurately, and making it
universally structured and understood.”

Paul Valeriote, vice-president of sales for Assured
Performance Monitoring, agreed and noted that confer-
ence delegates were seeking ways to accomplish “the
gathering and dissemination of information throughout
the municipality to provide customers with what they
are looking for.”

“The whole thing has to be synergistic,”Valeriote said.
“Technology is a tool to do that.”

Other people said the conference verified their own
ideas about citizen-centred service. Susan Chase, CIO of
the Town of Newmarket and a consultant with Prior +
Prior, said the conference showed her that Newmarket’s
vision of customer service is widely shared.

“As the technology has significantly evolved during
the past two years, the exact steps toward achieving our
vision have changed, rather drastically,” Chase said.

“Two years ago it was just a portal – we all believed
that we had to build portals, and they had to recognize
that there is a resident customer, a business customer
and a tourist customer, that type of thing. Now that’s
evolved so that we are looking at the customers’ life
events and serving their needs according to their vision.”

The strongest statements about citizen-centred service
came from Art Daniels, retired assistant deputy minister
with the Ontario Public Service Excellence & Innovation
Office (now a BearingPoint consultant), who delivered
the keynote speech on revolutionizing government 
service delivery at Tuesday’s lunch.

Daniels said governments around the world are cre-
ating a new kind of public service by recognizing that,
“Governments should be organized around trigger
events, not around structures, but on the intersection of
life and people.”

An internationally recognized consultant and author
on e-government, Daniels is president of the Institute of

Public Administration of Canada and co-founder of the
Institute of Citizen-Centred Service. Those two organiza-
tions have collaborated to produce a series of influential
Citizens First surveys, of which the third edition was 
distributed at the conference.

Daniels said that Canada leads the world in trans-
forming its public service through understanding what
citizens want and adopting the principles of customer
relationship management.

“We know Canada will be the best country in the
world, Ontario the best province, and you guys the best
cities, because we don’t worry about our silos, we don’t
worry about our structures, we don’t worry about our
organizations, we only worry about our customers,”
Daniels declared to long, loud applause.

In another presentation, Barbara Swartzentruber of
Management Board Secretariat announced that, to date,
39 different partnerships have applied under the COBRA
program (Connect Ontario Broadband Regional Access),
which pledges $55 million over three years to bring
affordable broadband connectivity to northern and rural
communities.

David Kennedy of the Ministry of Enterprise,
Opportunity & Innovation further noted the important
role of public libraries as key links in providing broadband
regional access to smaller businesses and communities
who are not able to access the Internet. With 7,000 public
computer workstations across the province, he said,
libraries are well positioned to provide residents with
free access to Web, government and community portals
and services.
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Congratulations to
Award Winners

• Regina Lerke Distinguished Service Award:
Walter Gasparini, Region of Waterloo

• John Cushing Award of Merit: Karl Drysdale, City
of London

• Life Membership: Dennis Steen, retired from the
Ontario Ministry of Municipal Affairs and one of
the founders of MISA

• Special Recognition: David Laneville, City of
Timmins

• Excellence in Municipal Systems: City of Windsor,
for Integrated Network Pilot Project

• Best Trade Show Exhibit: Hummingbird
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Web Technologies
“The one thing I noticed from the schedule of presenta-
tions,” Gerry Matte, information technology manager for
the District of Saanich and vice-president of MISA BC,
said at breakfast,“is that the reliance on Web technology
as a platform to deliver applications is well under way.

“There is no doubt that we are considering that as the
medium that will be used to deliver most functionality
to our organizations, both internally and externally.”

Larry Franks, director of IT services for the City of
Peterborough, agreed: “Electronic service delivery is the

hot topic in municipalities, and we have to get better at
project management.

“There were several sessions on project management
(by CDI Education, Pink Elephant and triOS Training
Centres) that I thought were great.”

Other presentations featured several case studies
and analyses of Web-based delivery of services through
municipal portals. Speakers also emphasized the use of
Web technologies to achieve integrated information
management.
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Conference Sponsors and Exhibitors
Sponsors
J. D. Barnes Ltd.

Bell Canada

CGI

Cisco Systems

Compugen Inc.

Computer Associates Canada Co.

CommVault Systems Canada Inc.

Deloitte & Touche

EDS Canada

ESRI Canada

Hummingbird Ltd.

IBM Canada Ltd.

IMEX Systems Inc.

Infinity Technologies

IT World Canada

Lexmark Canada Inc.

Network Associates

Novell Canada

Oracle Corporation Canada Inc.

PeopleSoft Canada

Solution Q

Sun Microsystems of Canada Inc.

TELUS Communications

Teranet Enterprises Inc.

triOS Training Centres Ltd.

Xerox Canada

Exhibitors
Autodesk/Marmak

J. D. Barnes Ltd.

Bell Canada

Bell Mobility

Brother Canada

Carmena Technologies Inc.

CDI Corporate Education Services

Compugen Inc.

CommVault Systems Canada Inc.

CompuPower Systems Ltd.

Computer Associates Canada Co.

Computers For Schools Ontario

Concept Interactive

Corel/Saltspring Software Inc.

Cuesta Systems Inc.

Cygnal Technologies Corporation

Dell Computer Corp.

Deloitte & Touche

Direct IT Canada Inc.

EDS Canada

Entry Software Corporation

eSolutions Conestoga-Rovers

ESRI Canada Ltd.

Ever America Corp.

Gartner Group Canada Co.

GeoSmart, Ministry of 
Natural Resources

Hansen Information Technologies

Hewlett-Packard (Canada) Ltd.

Hummingbird Ltd.

IBM Canada Ltd.

ICDL Canada

IMEX Systems Inc.

INS Consulting

Intergraph Canada Ltd.

Keating - Sophos

KeatingDigi/Adaptec

Kingston Technology

Knexa Solutions/Nick Bontis

Kronos Computerized Time Systems

Kyocera Mita Canada

Lexmark Canada Inc.

Litco Systems Inc.

Management Board Secretariat

Microsoft Canada Co.

Municipal Property Assessment 
Corp. (MPAC)

Municipal World magazine

Network Associates

Orion Technology Inc.

Panasonic Canada Inc.

Parksmart Inc.

Pen Systems Inc.

PeopleSoft Canada

RBC Financial

RSA Security Inc.

Running Tide Inc.

Sensible Security Solutions

Softchoice

Solution Q

Synchonicity

Telecom Computer

TELUS Communications

Teranet Enterprises Inc.

Toshiba Canada

triOS College

UNIS LUMIN

Vadim Software

Xerox Canada

xwave Solutions Inc.
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Above, MISA co-founder and lifetime
member Dennis Steen, left foreground,

chats with MISA counsel Lou Milrad of
Gardner Roberts LLP and others during

the party at Baranga’s on the Beach.

Above right, President Kathryn Bulko
presents David Laneville with 

his Special Recognition Award at the
annual banquet Tuesday night.

Right, delegates fill an aisle of the trade
show, which had 67 exhibitors.

Left, Walter Gasparini of the Region of Waterloo, left, recipient of the Regina
Lerke award, converses with Paul Haynes at the Ever America booth in the
trade show.
Below right, Joanne and Fred Snelling celebrate their 24th wedding 
anniversary over cake at Baranga’s.

Right, Nick
Thompson of

Hummingbird,
right, receives the

best-exhibit award
from Kathryn

Bulko, Jim de Hoop
and, second from

left, Ted Greene of
York Region, who

will be chair of the
2004 conference.
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People in offices spend up to 50 per cent of their time
searching for information with which to make decisions,
Jerry Low Foon, national software solutions marketing
manager for Xerox Canada, told his audience. Without a
single point of access to information through the Web,
there is a risk that people will make decisions from the
wrong document, the wrong version of a document, or
insufficient documents.

Other presenters addressed the many kinds of risks
that the Internet era has brought to municipalities, and
which Web technologies must address.

“Without a document/records management system
in place, how do we ensure that the information is being
secured, that it is being provided to people who have
the right to see it, and that it is being disclosed when
called upon?” said Maya Samila of Hummingbird Ltd.
“You have to protect your information and your people.”

Looking to Next Year
Many conference presentations can be viewed in sum-
mary via MISA Ontario’s Web site, www.misa.on.ca. The
wide variety of topics included: strategies for systems
integration and calculating the total cost of ownership;
network management, and legal and security issues.

Conference delegates, with all these issues to deal
with, said in conversation that they see a greater need
for information sharing, both by MISA (see article below)
and among individual municipalities.

Ernie Coates, information services co-ordinator 
for the County of Grey, said: “We have to share our
resources. The cost savings are massive. Why have nine
GIS servers among the nine municipalities in our region,
and nine repositories of data?  Why not have one GIS
server so that everybody could put their data there and
share it?”

David Laneville, manager of information systems 
for the City of Timmins – and recipient of a Special
Recognition Award at the annual banquet for his
years of service as MISA Ontario’s treasurer – agreed,
and perhaps summed up the message of this 
conference.

“It’s just data,” he said.“Serve it up!”

Another serving of challenging ideas will be deliv-
ered to MISA members next year from May 31 through
June 2 at the Sheraton Parkway Hotel on Highway 7 in
York Region. The theme will be “eCitizens – Serving
Their Needs.” �

SEPTEMBER  2003

Delegates Think About MISA’s Future

M
ISA Ontario will be taking some new paths in
coming months, judging from voices heard at
the annual conference in Hamilton.

At a special session on Tuesday afternoon, June 3,
member representatives gathered to discuss strategic
plans for the Ontario chapter. Many people contributed
ideas for consideration by the Executive.

Executive members, who were elected for a two-year
term at the Annual General Meeting just before the spe-
cial session, will be meeting this fall to draft a mission
statement and work plan, which will be distributed to
member representatives for comment.

New President Kathryn Bulko, manager of contracted
services for the City of Toronto, told Municipal Interface
she wants to focus on MISA Ontario’s primary mandate,
which is information sharing, particularly for smaller
municipalities.

Bulko, together with Jim de Hoop of Kingston, who
retired as chapter president after completing a busy
2001-2003 term, served as co-facilitators of the special
session and recorded suggestions from conference 
delegates.

One suggestion was that MISA Ontario should take a
stronger role as a public policy adviser and advocacy
group. Conference chair Louis Shallal, CIO of Hamilton
and architect of the strategy session, was strongly in
favour of this.

Shallal said MISA Ontario and other chapters should
push for more influence on the Public Sector CIO
Council, which is “still dominated by federal and 
provincial CIOs.”

Jury Konga of Richmond Hill, a new executive mem-
ber, said,“MISA should be an advisory organization to
other groups and should foster best practices that other
organizations should look to.”

Summarizing this part of the discussion, de Hoop
wrote on the whiteboard a phrase used by Shallal:“To be
the voice of municipal IT.”

The Ontario chapter already collaborates with 
many other organizations. As de Hoop outlined in his
President’s Report to the annual meeting, the chapter
has alliances or close associations with Regional
Networks for Ontario, Showcase Ontario, GTEC and the
Ontario government’s Connect Ontario/GeoSmart/



COBRA programs. The City Hall Online report, published
as a joint project with the province in 2002, continues 
to be a resource on MISA Ontario’s Web site, and the
Executive is interested in a possible follow-up report,
either provincially or nationally.

Nationally, MISA has expanded to four chapters,
linked through the Municipal CIO Council. Municipal
Interface has become a national journal. The Ontario
and British Columbia chapters are giving financial sup-
port to a Canadian survey of business attitudes toward
municipal services, to be conducted this fall by the
Institute for Citizen-Centred Services and the Institute 
of Public Administration of Canada.

Amid all these activities, however, conference delegates
stressed the need for MISA to serve the grassroots needs
of municipal IT professionals.

Executive member Bruno Mangiardi of the City of
Greater Sudbury said at breakfast on Wednesday:“Be
careful about national expansion. MISA Ontario can’t
lose its focus. There are a lot of municipalities, little
towns, without the money to send people to national
conferences on the west coast or the east coast. We still
need to concentrate in our area first.”

Conference delegate Brian Kral, speaking to Kathryn
Bulko during the special session, said:“I heard comment
that we’ve moved beyond communication and sharing.
Well, I’m from Thunder Bay, and we don’t have the inter-
action with everybody, we don’t have the closeness.

“So if we want to expand MISA to the other smaller
communities, I think we have to look at promoting and
sharing, and having the tools to share information. The
only thing I can use right now is the water cooler on the
MISA Web site, and nobody is really using it.”

Several people
urged MISA to broaden
its scope of services
to more IT profession-
als in more municipal-
ities.

Bob Diakow of the
Regional Municipality
of Niagara said,“We
should try to appeal
more to people below
the CIO level, to pro-
vide more practical
information and refer-
ence materials.”

Patrick McDade of the Region of Peel said at break-
fast the next morning,“Major municipalities find it easy
to share information. Now, through MISA, we’ve got to
get it down to the smaller municipalities. That’s proba-
bly the missing link now.”

Stewart Proeller of the City of Brampton urged that
higher priority be given to getting concrete results from
MISA working groups that are dealing with the province
on issues such as security, data exchange and the estab-
lishment of a single point of presence for provincial and
community networks.

The MISA Ontario Web site will be the focal point for
delivery of services. De Hoop said he hopes that the
site’s functionality will be improved in the coming year
and the Technology Directory updated.

Mark Lehmann of Hewlett-Packard (Canada) com-
mented:“The vendor community have become vital
partners in the success of MISA. The need for an updated
and possibly redesigned Technology Directory is critical
to vendors so they don’t have to ask the same questions
over and over.”

Jack Lawrence of the City of Mississauga proposed at
the special session that the Web site should serve as a
“dashboard” of comparative and best-practices informa-
tion on topics such as project plans, RFPs, IT standards,
service-level agreements and licensing practices.

“We are all reinventing the wheel everywhere,”
Lawrence said.

He and Ralph Blauel of the Region of Halton offered
to develop an information framework for the Web site.

The Executive, in developing its work plan to imple-
ment any of these ideas, is considering the assistance of
contracted administrative support. �
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Left, Jim de Hoop and Kathryn Bulko facilitate the special ses-
sion Tuesday afternoon. Conference delegates attending the
session take part in the discussion of MISA Ontario’s strategy.
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By Claudia Kreplin
City of Calgary

This article is based on a presentation at the
MISA Ontario annual conference in Hamilton
on June 3, 2003.

A
new Web portal at the City of Calgary is
making life a whole lot easier for citizens,
customers and businesses.

Calgary is one of the most connected cities in Canada.
Surveys show that 85 per cent of Calgarians are Internet
users, and another 62 per cent use the Web on a 
daily basis. And, with fully 93 per cent of Calgarians
ranking convenience as the most important factor 
in using the Web to access services online, the new 
URL – www.calgary.ca – is also a big success. It replaces
the more awkward address, www.gov.calgary.ab.ca,
and introduces citizens to, as its motto says, “Your 
City, Your Way.”

Launched in November 2002, www.calgary.ca leads
to three Web portals:

• City Hall

• City Living 

• City Business.

In January 2002, a joint project team of City 
staff and an EDS Canada-led consortium including
Microsoft, Plumtree and Indigo Ice (a marketing 
communications company) began to build 
www.calgary.ca. Hewlett-Packard was brought 
on board to host the Web portal.

Technology infrastructures were implemented in the
first half of the project, creating a platform for building
new features and functionality in the second half. The
$12-million project was completed on time and well
under budget.

Canadian, W3C (World Wide Web Consortium) and US
508 accessibility guidelines were followed in designing
the portal.

Discussion groups, calendars, public documents and
a robust search engine are fully accessible, and users
with visual or physical challenges can easily access and
navigate the site.

Portal technology permits continual growth and 
easy additions to existing functionality, such as the
Transportation service bundle. A strong Web
Measurements Program helps to shape future Web-
based services, information and transactions.

Current development includes new applications and
other forms of interactivity that encourage and support
two-way dialogue between Calgarians and their city. An
increasing number of services and products are featured
and the portal is taking its place in Calgary’s infrastructure
– and in the way the City does business.

The launch of www.calgary.ca marks the beginning
of development aimed at increasing both efficiency and
convenience for the citizens, customers, Calgary businesses
and the administration.

The site now offers a broad variety of features and
functionality that embodies the customer-centric
approach to the Web as a business channel.

Claudia Kreplin is the acting manager, Web Business Office,
Information Technology Services at the City of Calgary. She
can be reached at claudia.kreplin@calgary.ca. �
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Calgary:
“Your City,
Your Way”

Bow Valley
Centre
Explore the
revitalization
plans for this
unique inner-city
community.

Pay Your Utility
Bill
Check out the
flexible payment
options offered
by The City and
ENMAX.

City Store
Hundreds of City
products and 
services available
online.

BirthPlace
Forest
Honour your child
through Calgary’s
largest “green”
initiative.
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New Brunswick Study
Cites Technology Savings

A
study of eGovernment in New
Brunswick has found that
municipalities have saved

money and improved services by
delivering them through multi-
channel electronic platforms shared
with the province.

IDC Canada Ltd. says its study,
From Vision to Benefit: The New
Brunswick eGovernment Study, found
that the province has become a
world leader in eGovernment as a
result of establishing Service New
Brunswick as a central organization
for delivering government services.

New Brunswick is the only juris-
diction in the world to have multi-
channel delivery fully in place, the
study found. It is also the only juris-
diction to accept payments on
behalf of municipalities.

“This approach may be a way 
for smaller municipalities in other
provinces to provide this level of
service to their citizens,”Denis Vance,
group vice-president, consulting, of
IDC Canada, told a media briefing in
Toronto on July 29.

The briefing was held in the
offices of CGI, which along with
Microsoft Canada commissioned
the 250-page study in November
2001. Completed in mid-2003, the
study analyzed the benefits of
eGovernment to citizens, businesses
and municipalities, compared with
traditional delivery of services.

It found that the monetary bene-
fits are quantifiable and significant,
and that satisfaction levels for
eGovernment among citizens and
businesses are extremely high.

Analyzing economic benefits
among six representative municipal-
ities, the study estimated that they
are saving a total of $6.3 million
each year in cost avoidance, and 
$5 million in aggregated processing
and labour savings.

“All of them said their people now
have more time available to deal
with complex issues,”Vance said.

The study does not identify the
six municipalities, but Brian Freemen,
vice-president of single-window
government initiatives for CGI, said
that one of them – Campbellton, a
town of 15,000 – reduced its bad-
debt losses by $325,000 between
2001 and 2002 as a result of
eGovernment initiatives.

Most eGovernment services
studied by IDC are delivered by
Service New Brunswick, a Crown
corporation established 10 years
ago. It now delivers 55 per cent of
all eGovernment services in the
province by volume.

Of New Brunswick’s 165 munici-
palities with a population of 1,000
or more, 38 deliver one or more
transactional services through
Service New Brunswick. Typical 
services are water billing, property
assessment and billing, and parking
ticket payments.

The study estimated that, in
2002, citizens of New Brunswick
saved $58 million in time value by
using eGovernment services, and
businesses saved $71 million.

The study is published on CGI’s
Web site, www.cgi.com.

Kitchener Site
Introduces New
Mapping Tools

T
he City of Kitchener, Ontario,
says it has used cutting-edge
technology on its newly

revamped Web site. At www.city.kitch-
ener.on.ca visitors now have the
opportunity to explore online inter-
active mapping using the most up-
to-date maps of Kitchener available.

Powered by a geographical infor-
mation system, the offers a more
detailed and complete picture of
Kitchener than the traditional map-
ping Web sites currently popular on
the Web, Mike Hausser, manager of
GIS, said in a news release.

By simply typing in an address,
users can see the nearest amenities
including community centres, trails
and parks, day care centres, play-
grounds, pools, schools, churches,
ball diamonds and other locations of
public interest.

Visitors can also view a high-res-
olution aerial photo of any property
in the city. A ruler tool permits the
user to measure distances and areas,
which are useful to residents and
businesses for a variety of projects.

An important feature of the site
is that the maps are the most current
representation of Kitchener available.
Information shown on the Web is
based on Kitchener's own GIS, which
is continuously updated.

The highly detailed maps can
show property lines, building outlines
and contours, among other features.
In addition, they are printable and
can be e-mailed.



36

MUNICIPAL Interface

A
study published by Industry
Canada has measured the
impact of the implementation

of new technology and restructuring
on a small Ontario town.

The study, entitled Broadband
Delivers Cost Savings, is published in
the Resource Centre section of the
Web site of an Industry Canada 
program, Broadband for Rural 
and Northern Development, at

www.broadband.ga.ca/
resources_e.asp.

It reports that the Town of Till-
sonburg has improved efficiency 
in delivering services and has also
increased service delivery standards
and realized substantial cost savings.

By implementing broadband
technology in combination with a
corporate restructuring, Tillsonburg
has “realized a cost-benefit of

$873,162, held the line on tax
increases in relation to its municipal
neighbours, increased available cus-
tomer service hours by 58 per cent,
and saw generation of $100,000 in
new revenue resulting from out-
sourcing contracts,” the study says.

Industry Canada commissioned
the study from INS Consulting to
analyze the impact of a strategic
technology plan adopted by
Tillsonburg in 1999. Completed in
January 2003, the study says that
becoming connected to a broad-
band network was a key factor in
the Town’s success.

Nevertheless,Thomas Dawe, vice-
president and general manager of
INS Consulting, pointed out in an
article published by the Tillsonburg
News that technology without
restructuring would not have been
effective.

Dawe said it is thanks to “the
synergies created by integrating
restructuring with IT implementa-
tion” that the real savings were
achieved.

The study praised the Town’s
efforts in reducing and redesigning
its organizational structure, and
eliminating incompatibilities within
departments, such as the use of five
different accounting systems, which
were eliminated in favour of a stan-
dard system.

Also high on the list of successes
was the opening of Tillsonburg’s
Customer Service Centre.

Dawe told Municipal Interface
that Tillsonburg’s efforts are gener-
ating annual cost savings of approx-
imately $465,000. The Town had a
2002 fiscal surplus of $700,000.
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Study Shows Impact of IT In a Small Town

T
he City of Thunder Bay and the
Regional District of Fraser-Fort
George have received awards

from ESRI Canada for excellence in
the implementation of GIS systems.
An innovator at the University of
Windsor has received an individual
award.

Angela Desserre, manager of
telephone and information services
for Thunder Bay and a past president
of MISA Ontario, accepted an Award
of Excellence on behalf of the City at
ESRI Canada's annual Regional User
Conference in Sudbury, Ontario, on
May 30.

“Thunder Bay has implemented
one of the most advanced municipal
geographic information systems in
Canada,” Alex Miller, president of
ESRI Canada, said in a news release.

The City's enterprise GIS is incor-
porated into a wide range of municipal
services including fire, police, trans-
portation and public works, telephone
and engineering. The City is also 
in the process of integrating with
Thunder Bay Telephone GIS and
Hydro GIS.

At a regional conference in Prince
George, BC, the Regional District of
Fraser-Fort George received its
Award of Excellence for a GIS that
serves all five of the District's depart-
ments and will soon be expanded to
several small communities.

GIS coordinator Steve Botham
said that, by establishing partner-
ships with BC Gas, the Ministry of
Sustainable Resource Management,
the Ministry of Water Land and Air
Protection, Fisheries and Oceans
Canada, BC Assessment Authority
and, most recently, the Cadastral
Initiative Society of BC, the District
has been able to collect and share
data and build a GIS that benefits all
of the organizations involved.

Alice Grgicak-Mannion, GIS and
remote sensing coordinator for the
Earth Sciences department at the
University of Windsor, received an
Award of Excellence in London,
Ontario, in recognition of leadership
in using GIS in education and research,
and in integrating GIS into Windsor-
Essex community projects.

Two Municipalities, One Academic
Recognized For Excellence in GIS
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M
unicipal IT specialists will
have a chance to cheer
some of their own at

Showcase Ontario – the conference,
exhibition and trade show for public-
sector staff interested in using tech-
nology to build better business
solutions.

The educational program will
run September 8-10 at the Metro
Toronto Convention Centre. The
exhibition and trade show is on
September 9 and 10.

Among the exhibitors to be fea-
tured will be the City of Hamilton.
The City will display its Map.Hamilton
Web application that won awards
this spring at the Urban and Regional
Information Systems Association
(URISA) Ontario General Meeting
and at the GeoSpatial World 2003
conference in New Orleans.

“Hamilton’s award-winning Map
Web application fits in so well with
Showcase Ontario’s mandate,” says
Bob Kennedy, the event’s director.
“Our mission is to present excellent
and creative solutions to common
challenges in the broader public
sector. Showcase is a forum at
which IT and business professionals
from all levels of government as
well as the private sector can share
their expertise.”

In fact, experts from a number of
municipalities, including Burlington
and London, will be on hand to dis-
play projects ranging from commu-
nity portals to enterprise software
solutions.

Another highlight of the event
will be the educational program.
More than 100 educational oppor-
tunities will be available during the

three days. Conference sessions
will be organized along four tracks:

• Working across organizational
boundaries

• Harnessing knowledge assets by
working together

• Business solutions through IT

• Fostering cultural change.

The conference will have some-
thing for everyone.

“Whether it’s a hands-on lab or
theatre-style conference session,
people will find training applicable
to their jobs,” Kennedy said. “Project
management, security, privacy –
these are just some of the areas the
educational program explores.”

The program features some high-
profile keynote speakers. Futurist
Derrick de Kerckhove, director of the
McLuhan Program in Culture and
Technology at the University of
Toronto, will present “Brainframes:
Technology, Mind and Business.”
Well-known for his animated and
enthusiastic manner, de Kerckhove
will focus on the different effects of
technology on corporate culture,
business practices and economic
markets.

In a different vein, speed-skater
Catriona LeMay Doan will deliver an
inspirational keynote address. Now
a motivational speaker challenging
people to achieve their full potential,
the “fastest woman on ice” has won
two Olympic gold medals (in 1998
and 2002), broken eight world records,
and twice earned the Canadian
Female Athlete of the Year award.

“I’m tremendously excited that
Catriona will be at Showcase this
September,” said Greg Georgeff,
corporate chief information officer

for the Province of Ontario. “She
personifies excellence. Her achieve-
ments in sport mirror Ontario’s
efforts at improving public services
through technology. She estab-
lished new marks at every event she
competed in and constantly reset
the bar. We’re doing that too – all
over Ontario.

“We’ll be celebrating at Showcase,”
Georgeff said. “For this reason, reg-
istration fees (for learning sessions
and the exhibition) are being spon-
sored by the Ontario government
I&IT Executive. We want as many
staff from the broader public sector
to attend as possible.”

Visit www.showcaseontario.com
to register and to explore the many
workshops and learning sessions
available.
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Showcase Ontario Planned As A Celebration

Two Events Offer
MISA Discounts

R
epresentatives of MISA
member organizations are
being offered 15 per cent off

the regular price of registration
fees for each of two conferences
to be held in Ottawa this fall.

Verney Conference
Management, www.verney.ca, will
present “Becoming an Intelligent
Organization”on September 25-26
at The Corel Centre, and “Addressing
Organizational Challenges With
Knowledge Management” on
October 28-29 at The Westin
Ottawa.

Both events will feature munici-
palities among the case studies.
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T
he City of Vancouver has won
a United Nations award for
innovation in public service.

Vancouver was chosen from hun-
dreds of applicants and is the only
city in North America to win the
award.

The Award for Innovation in
Public Service was presented in
New York on June 23, 2003 – United
Nations Public Service Day.

Vancouver won for its
Neighbourhood Integrated Service
Team program. The award recognizes

excellence and innovation, especially
programs that use “innovative
methods applied to micro and
macro issues, such as technological
modernization, administrative
reforms or overhauls of government
service delivery procedure.”

SEPTEMBER 2003
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customers’ addresses for everything
from drivers to pet licences.

An FAQ section leads customers
to more information with questions
such as: How do I use the site? When
do I use the site? Is my information
secure?  What happens if I choose not
to submit requested information?

Only those organizations that
customers want to do business 
with are notified of their requests.
Customers receive a confirmation
number, which indicates that
expressAddress has received their
information and is routing it to the
appropriate partners. This number
can also be used later if customers
want to inquire with specific organi-
zations about their transactions.

The application was built in a
multi-tiered COM environment
using Microsoft Visual Studio. All of
the application pages besides a few
introductory static Web site pages
are dynamically generated out of
the database stored in SQL. The
check digit routines for each of the
corporations’ account numbers
were incorporated to ensure their
data accuracy.

With this type of application, it is
important that the street numbers,
street names and postal codes are

accurate. StreetPerfect from Sun
Media Corp is used for that validation.

Security and privacy issues were
at the top of the list in developing
this application. The application
and databases are protected behind
firewalls, the transmitted data is
128-bit encrypted over SSL, and the
data is stored on the server back-end
database for a minimal period. The
companies can only retrieve their
own data through a proprietary VPN
with a secure token access.

It is still too early to tell if cus-
tomers will flock to the express-
Address Web site. Focus tests have
indicated almost 100-per-cent
approval of the site as being easy 
to use and for providing one-stop
shopping for address changes. The
first few weeks saw some activity,
but the first heavy test will be in late
summer, as university students pre-
pare to move back to the two cities
for classes.

Other Saskatchewan municipalities
and corporations are being wel-
comed to subscribe to the service,
and the Web site provides informa-
tion on this.

We’ve learned many valuable
lessons during the past year since
the team began with expressAddress.
This first initiative was challenging at

times, with items like the governance
model and working agreements
being created from scratch as the
project went along. The project
manager also had to be a skilled
communicator, working with staff
from six separate corporations.

The partners are all pleased with
the progress eSask has made to
date and are eager to start on the
next initiative. This decision has not
yet been made, although there are
at least three initiatives being con-
templated.

The winners in all of this are the
citizens of Saskatchewan, who can
see that a common service is being
delivered cost-effectively. They don’t
care or even potentially know that
the corporations involved are a 
mixture of provincial and municipal
entities. They just know that an
attempt is being made to use their
common tax dollar efficiently.

Chris Fisher, cfisher@regina.ca, is gen-
eral manager, information systems, at
the City of Regina, and Kevin
Peacock, kevin. peacock@city. saska-
toon.ca, is manager, corporate 
information services, at the City of
Saskatoon. For more information on
this partnership or the expressAddress
initiative, please contact the authors. �

MUNICIPAL NEWS ROUNDUP

Vancouver Wins Award From United Nations

Municipal and Provincial Corporations Build eSask
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P
rominent on the agenda of the most recent meeting
of the National CIO Subcommittee for Information
Protection (NCSIP) was a discussion of various

standards for security assessment and certification.

The meeting was held in Charlottetown from June 18
through 20 and included representatives from the
Government of Canada, nine of the 10 provinces and
myself, representing municipalities. (What’s not to like
about Charlottetown in June?  Even so, our host, Garth
Matthews of the Province of Prince Edward Island, went
out of his way to ensure that delegates were exceedingly
well looked after – including providing spectacular
weather for our lobster and steak cruise!)

Here are some highlights of our discussions.

ISO 17799: Code of Practice for Information
Security Management
Perhaps the best known, and least understood, standard
for information security management goes under the
unwieldy name of ISO 17799.

ISO 17799 was based on an earlier BS 7799 standard
adopted in 1995 by the British Standards Institute. The
International Standards Organization (ISO) adopted ISO
17799 in August of 2000. Since that time, work has pro-
ceeded on a major review of the standard to overcome
the objections from many participating countries, including
Canada and the United States. While the Government of
Canada is participating in this review, it has yet to take a
position on whether the updated version will be
endorsed as a standard for the Government of Canada.

In its original version, ISO 17799 consists of 10 
prime sections:

• Security Policy 

• Security Organization 

• Asset Classification and Control

• Personnel Security

• Physical and Environmental Security

• Computer and Operations Management

• Access Control

• System Development and Maintenance

• Business Continuity Management

• Compliance.

ISO 17799 has been criticized for being “a mile wide
and an inch deep.” As noted by Lawrence Walsh in
Information Security magazine (March 2002):“It outlines
security measures an organization should have, but
doesn’t specify how to implement them. . . . For instance,
the standard recommends the use of adequate access
control procedures and defines many of the different
technologies for access control – tokens, certificates and
smart cards. However, it doesn’t discuss the pros and cons
of these technologies in different operational contexts.”

In this regard, ISO 17799 is attempting to be technology
neutral and also avoid becoming quickly outdated by
rapidly changing technology. At the same time, it means
that ISO 17799 is most useful as a checklist identifying
areas to be addressed, rather than providing substantial
guidance in how to address each area.

Notwithstanding this, a substantial industry is emerging,
primarily in Europe, around consulting and certification
services for ISO 17799. Software tools to support ISO
17799 self assessment, as well as ISO 17799 compliant
policies, are widely available from a number of Internet
sites (for a price).

NIST 800-37: Guidelines for the Security,
Certification and Accreditation of Federal
Information Technology Systems (US)
The other major standard for information security has
been developed by the National Institute of Standards
and Technology (NIST) in the United States as a guideline
for use by federal government agencies (and on a volun-
tary basis for non-government agencies).

Unlike the ISO 17799 standard, NIST publications are
freely available on the NIST Computer Security Research
Center (CSRC) Web site – www.csrc.nist.gov. In addition
to NIST Special Publication 800-37, referenced above,
these will include:

• FIPS (Federal Information Processing Standards) 

Publication 199, Standards for Security Categorization of
Federal Information and Information Systems

SECURITY ISSUES

Two Standards, One Tough Choice
By Roy Wiseman
Director, Information Technology Services
Regional Municipality of Peel
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• NIST Special Publication 800-26, Security 
Self-Assessment Guide for Information Systems

• NIST Special Publication 800-53, Security Controls 
for Federal Information Systems

• NIST Special Publication 800-53A, Techniques and
Procedures for Verifying the Effectiveness of Security
Controls in Federal Information Systems

• NIST Special Publication 800-60, Guide for Mapping
Types of Information and Information Systems to
Security Objectives and Risk Levels.

The first of these publications, FIPS 199, provides a
framework for associating a level of risk with a particular
information system. In the document, risk is identified
as being a combination of:

• Likelihood that particular vulnerabilities will be either
intentionally or accidentally exploited, resulting in
loss of confidentiality, integrity or availability, and

• Impact or magnitude of harm that the loss of confi-
dentiality, integrity or availability would have on
agency operations (including mission, functions,
image or reputation), agency assets or individuals
(including privacy).

Interestingly enough, FIPS 199 virtually discounts dif-
ferences in likelihood of an event occurring, arguing that
“in today’s interconnected and interdependent information
systems environment . . . there is a high likelihood of a
variety of threats . . . Accordingly, the levels of risk focus
on what is known about the potential impact or harm
that could arise.”

Guidelines are then provided for rating the level of
risk as low, moderate or high against three security
objectives:

• Confidentiality – guarding against unauthorized 
disclosure of information

• Integrity – guarding against improper information
modification or destruction

• Availability – ensuring timely and reliable access to
and use of the information.

Another interesting document is the Self Assessment
Guide, NIST 800-26, which provides in questionnaire format
a set of control objectives for each of 17 control areas,
organized as follows:

• Management Controls

• Risk Management

• Review of Security Controls

• Life Cycle

• Certification and Accreditation

• System Security Plan

• Operational Controls

• Personnel Security

• Physical Security

• Production, Input/Output Controls

• Contingency Planning

• Hardware and System Software Maintenance

• Data Integrity

• Documentation

• Security Awareness, Training and Education

• Incident Response and Capacity

• Technical Controls

• Identification and Authentication

• Logical Access Controls

• Audit Trails.

Readers will note the similarity, in some areas,
between the organization of this document and ISO
17799. Equally apparent is that there are differences.

Supporting this document and the associated ques-
tionnaire is an “Automated Security Self-Evaluation Tool”
(ASSET), which is again freely downloadable.

Whither Canada?
Since it appears likely that ISO 17799 will continue to
gain momentum in Europe while the United States will
focus on the work being done by NIST, Canada is left
somewhat in the middle. While NIST is intended for use
only by US government agencies, it will probably have
an impact beyond this limited application, making it less
likely that ISO 17799 will be widely adopted in the US.

It is not clear whether Canada, the provinces or
municipalities need to specifically adopt any standard.
At this point, it is worth reviewing both ISO 17799 and
the NIST publications, taking the best of each – as the
Government of Canada and many provinces have
already been doing in developing their own self-assess-
ment frameworks.

But if we are to develop a common security assess-
ment framework for use by a broad set of agencies
(such as governments at all levels), then we may have
to put a stake in the ground, adopting one standard or
the other (or a home-grown combination of the two).

NCSIP and the Public Sector CIO Council will continue
to wrestle with this issue.

wisemanr@region.peel.on.ca  �

Information Security Standards Compete
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AT LARGE 

Debbie Barrett, Chartwell Inc.

416-362-3328 (fax 363-4439) dbarrett@chartwell-group.com

Jury Konga, Town of Richmond Hill

905-771-2549 (fax 771-2494) jkonga@richmondhill.ca

Bruno Mangiardi, City of Greater Sudbury

705-671-2489, x 2526 (fax: 673-4535) 

bruno.mangiardi@city.greatersudbury.on.ca

Louis Shallal, City of Hamilton

905-546-2251 (fax 546-2573) lshallal@hamilton.ca

Roy Wiseman, Region of Peel

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

Atlantic
PRESIDENT  Donna Waddell, City of Charlottetown

902-566-5548 (fax 629-4156) dwaddell@city.charlottetown.pe.ca

EXECUTIVE MEMBER  Maurice Gallant, City of Fredericton

506-460-2830 maurice.gallant@fredericton.ca

EXECUTIVE MEMBER  Bill Todd, City of Saint John

506-649-6000 bill.todd@cityofsaintjohn.com

British Columbia
PRESIDENT  Kathy Yung, City of New Westminster

604-527-4553 kyung@city.new-westminster.bc.ca

VICE PRESIDENT  Gerry Matte, District of Saanich

250-475-5403 matteg@gov.saanich.bc.ca

PAST PRESIDENT  Frank Mayhood, City of Kamloops

250-828-3441 (fax 828-3578) fmayhood@city.kamloops.bc.ca

TREASURER  David Hennigan, The Capital Regional District

250-360-3141 dhennigan@crd.bc.ca 

SECRETARY  Nasim Karsan, City of Richmond

604-276-4095 (fax 276-4162) nkarsan@city.richmond.bc.ca

Committee Chairs

LIAISON WITH SISTER ORGANIZATIONS  Per Kristensen, City of

Nanaimo

250-755-4418, per@city.nanaimo.bc.ca 

MEMBERSHIP  Steven Garner, District of Central Saanich

250-544-4239 steven.garner@csaanich.ca

NEWSLETTER  Vic Morcom, City of Abbotsford

604-853-2281, vmorcom@city.abbotsford.bc.ca

VENDOR REP  Tia Young, eVerity Solutions Ltd.

604-435-1250, tyoung@everity.ca

WEB SITE  Doug Rasmussen, City of Kelowna

250-862-3339 ext 315 drasmuss@city.kelowna.bc.ca

Prairie
PRESIDENT  Peter Bennett, City of Winnipeg

204-986-2495 pbennett@winnipeg.ca

VICE PRESIDENT  Georganne Dupont, City of Airdrie

403-948-8800 Ex. 733 gdupont@airdrie.com

TREASURER  Murray Chapman, Strathcona County

780-464-8108 chapman@strathcona.ab.ca
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Yo u  k n o w  h o w  

t h e y  s a y  i n  b u s i n e s s,

“ i t  p a y s  t o  b e  

c o n n e c t e d ?”

I t ’s  t r u e.

Satellite Pro™ 6100
Starting at $2,499 S.L.P.

If you and your company aren’t using notebooks from Toshiba, the

world’s number 1 seller of notebooks, you’re missing a significant 

business advantage. Not only are Toshiba notebooks extremely 

competitively priced, our Satellite Pro™ 6100 series notebooks will

keep you connected so you can work where and when you want. And

that means increased productivity. Toshiba’s Satellite Pro™ 6100 is

powered by the Mobile Intel® Pentium® 4 Processor - M. Toshiba’s

notebooks are wireless networking ready. Our Satellite Pro™ features a

Microsoft® Windows® XP Professional Operating System. And our 

proprietary power management system allows you to optimize your

battery life. Plus, advanced security and the peace of mind of  Toshiba’s

famous quality and international warranty back you wherever you 

work in the world. Take a look at our full range of products including

hand-helds and projectors.Make a connection that’s vital to your business

success. Call your IT Solutions Provider, call us, or visit our website.

M O B I L I T Y  W I T H O U T  L I M I T S

1.800.TOSHIBA | www.toshiba.ca


