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KEEPING IN TOUCH

Changing Times
By Kathy Yung
President, MISA BC
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For those of us working in information technol-
ogy, the word “change” is part of our normal vocabulary.
We see changes every day in our work life. It’s different,
though, when we apply the same word to the association
we belong to – MISA.

Yes, 2003 was definitely a year of changes as MISA BC
approached its 10th anniversary. Some were not as we
expected, but nevertheless they will profoundly affect
the operation of our association for many years to come.

Our steady growth in membership and increasing
profile as the voice for municipal IT in BC have created
new challenges for us. Some of the guidelines (or lack
thereof ) that used to work well in our smaller organiza-
tion must now be reviewed in the light of our larger and
more structured organization – a result of our certification
as a non-profit society on January 5, 2004. Undoubtedly
a major milestone, this certification along with the
establishment of society by-laws now requires us to
establish formal business processes, including the selec-
tion of auditors and formal approval of our budget.

In the next few months, we must also update and
document the structure and role of the executive officers
and various committees.

At the same time, the Conference Committee has
continued to refine the committee binder that details
the timeline and tasks for conducting the fall conferences.
We have staged many excellent fall conferences. Each
year we wonder if we can find more things to improve –
and yes, each conference committee has managed to
create something unique for all of us to remember.

The 2003 Prince George conference was no different.
The first conference to be held in northern BC, it created
opportunities to connect with and attract many northern
communities to the association. The introduction 
of roundtable sessions proved very successful – and
provided excellent forums to share experience.

The conference heard the results of our first-ever
MISA benchmarking survey, which will be an important
barometer for change. And the warmth and hard work

of the conference committee members made the Prince
George conference memorable for us all.

Revamping the MISA BC Web site to serve our members
better has always been high on our agenda. The link to
CivicInfo for accepting purchasing cards for conference
registrations proved very popular, and the expansion to
the vendor community has also been successful. The
Web site committee will be working hard in the next
few months, so please continue to provide them with
your suggestions and ideas.

We continue to support the vision of MISA Canada
and the growth of MISA Prairie and MISA Atlantic. It is a
great honour to be able to share our experience with
the MISA Prairie members who are working so diligently
to form their new chapter. In the meantime, they continue
to attend the MISA BC fall conference.

With the transformation of service delivery front and
centre for all governments in the next few years, it’s
important that municipalities be involved in setting the
policies and the strategic direction of electronic service
delivery. The Lac Carling 2004 conference, May 16-18,
should also provide us with a good understanding of
many three-level government projects.

Two important events to keep in mind for the next
few months are:

• The 10th anniversary celebration of MISA BC on April
19, 2004, at Harrison Hot Springs (the site of our first
full-scale conference)

• The 2004 MISA BC Fall Conference at Whistler on
September 15-17, 2004, with the theme “Climb 
Your Mountain.”

Let me thank our group of dedicated Executive
Committee and Conference Committee members.
Without their perseverance, we would not enjoy such
excellent programs and activities. In BC and in the other
chapters, many opportunities exist for municipal profes-
sionals to become more involved and contribute to the
future of your association.

kyung@city.new-westminster.bc.ca n
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MISA Ontario is conducting 
a Web survey to ask its municipal
member representatives how they
value existing services from the
chapter as well as potential service
enhancements.

At a strategic planning session of
the Executive late in 2003,“value to
municipalities” was identified as a
key focus for initiatives in the next
five years. The survey is the first step
in planning how to set priorities
that reflect the value of MISA
Ontario’s services to members.

Ralph Blauel, director of technol-
ogy services for the Region of Halton

and a regional director of MISA
Ontario, is carrying out the survey
using an online survey tool developed
by Halton.

The survey asks respondents to
respond anonymously to 12 questions
designed to ascertain the value to
them of existing services, and their
preferences for any additional ser-
vices, from the chapter.

The survey will end April 9.
Results will be reported to the
Annual General Meeting in June.

The link to the survey is: http://
services.region.halton.on.ca/survey/
TakeSurvey.asp?SurveyID=126.

MARCH 2004

MISA NEWS ACROSS CANADA

Municipalities Increase
Influence at Lac Carling

Nominations
Closing Soon
for Municipal
Awards at GTEC
Attention, MISA members across
Canada!  You have an opportunity
to gain recognition for your IT
departments by participating in
GTEC Week 2004.

Nominations close May 28 for
nominations for the Distinction
Awards, which celebrate excellence
in e-government and will be pre-
sented at the Canadian Museum 
of Civilization in Hull, Quebec, on
October 18.

GTEC Week is also calling for
abstracts for presentations at its
Professional Development Forum.
Submissions deadline is March 31.
Presentations will be in five tracks:

• Keynotes and special 
presentations

• Global trends and policy issues
• Program delivery
• Human and organizational

transformation
• Technology and security 

solutions.

GTEC Week (www.gtecweek.ca),
now in its 11th year, is an annual
forum and exhibition for all levels 
of government. The 2004 event will
take place October 18-20 at the
Westin Hotel and Congress Centre
in Ottawa.

Louis Shallal, CIO of Hamilton,
Ontario, and MISA’s representative
on the GTEC organizing committee,
reports that one of the four groups
of Distinction Awards is for munici-
palities. Up to three medals will be
awarded for innovative municipal 
e-government.

Ontario Chapter Surveys Members

Municipalities will be represent-
ed in record numbers at this year’s
Lac Carling conference and municipal
speakers will be prominent, says
Peter Bennett, IT director of the City
of Winnipeg and conference co-chair.

At least 30 representatives of
municipalities across Canada will 
be among the 125 to 140 invited
government delegates attending Lac
Carling 2004 at Saint-Sauveur des
Monts, Quebec, from May 16 to 18.

Bennett, the first municipal 
representative to be a co-chair of Lac
Carling in its eight years as an annual
conference for government IT strate-
gists, told Municipal Interface that
municipalities are now recognized
by the other levels of government as
important contributors to electronic
service delivery initiatives.

Vancouver Mayor Larry Campbell
will be a keynote speaker, and Jae
Eadie, a councillor from the City of
Winnipeg, will be chair of the political
leaders’ panel.

Bennett, who is also president of
MISA Prairie, said the conference will
be discussing shared initiatives to
recommend as priorities for the 2004
agendas of the two multi-jurisdictional
bodies that sponsor Lac Carling: the
Public Service CIO Council and the
Public Sector Service Delivery Council.

One initiative to be examined will
be eContact, which Bennett described
as a “cross-Canada electronic blue
pages.” Work is under way to develop
a pilot project for this interactive
government directory service, involv-
ing the cities of Winnipeg and
Whitehorse among other jurisdictions.
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      security doesn’t happen by accident.

learn to secure your systems today.  .

Security starts with training your people – and triOS has been training IT
professionals since 1992. CompTIA Security+ is a vendor-neutral certification
with global recognition – an industry credential offering proof of knowledge and
expertise in security-related topics.    Microsoft Official Courseware has been
designed to transfer knowledge, and triOS offers Microsoft training specifically
focused on security.

Course Length Dates (2004)
CompTIA Security+ Training (CompTIA SY0-101) 5 days May 10
Fundamentals of Network Security (Microsoft 2810) 4 days April 5 & May 31
Designing a Secure Windows 2000 Network (Microsoft 2150) 5 days April 5 & May 17

Book today and receive $500 off
your critical security classes!

Call Michelle Carty 905.949.4955
(extension 233)

Register at www.trios.com/registrationsys

This year’s MISA Ontario confer-
ence promises to be a milestone in
the evolution of e-government,
showing how services are getting
closer to people, and networks 
closer to each other.

Delegates attending the 2004
MISA Conference and Trade Show,
May 31 through June 2, will come
away with an understanding of how
emerging technologies and initia-
tives are creating a new era of 
integrated services, delivered in
coordinated ways.

Under the theme of “eCitizens:
Serving Their Needs,” the conference

will feature a high-level presentation
about the Government of Ontario’s
democratic renewal agenda for 
e-government and e-citizen engage-
ment, and its plans to establish a
federation of portals to provide
seamless access to government.

Other presentations will focus 
on developments in GIS and CRM
technologies, municipal networks
and portals, Internet voting, and
how smart communities are devel-
oping around the world.

Host for the conference is the
Regional Municipality of York. The

site is the Sheraton Parkway Hotel
on Highway 7 in Richmond Hill.

As always, the conference will be
a valued opportunity for municipal
delegates to get to know their peers
in a relaxed, congenial atmosphere.
Entertainment will include an
uproarious theatrical show, Tony 
& Tina’s Wedding.

The trade show will be another
valued part of the conference. As of
the end of February, about two-thirds
of the 64 booths were already taken.

To register online, please visit
www.region.york.on.ca/misa.

MISA NEWS ACROSS CANADA

Conference Will Point to Emerging Era
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information for everybody in the province,” says Walter Bilyk,
director of technology and business solutions with the
Community Services I & IT Cluster of Ontario ministries (Culture,
Citizenship, and Tourism and Recreation), who is the technical
adviser leading the Collaborative Seniors’ Portal initiative.

“From a national perspective, Veterans Affairs sees this as a
potential national concept that can be expanded across Canada,”
Bilyk said in an interview with Municipal Interface. “They will be
pursuing that, and we certainly will be working on that with them.”

Gateway For Services
The Brockville portal, accessible at www.seniorsinfo.ca, was
launched Oct. 31, 2003, with unanimous support from Mayor Ben
TeKamp and the councillors of the City of Brockville, located on
the St. Lawrence River due south of Ottawa.

The portal presents information according to categories that
cover lifestyles, activities, interests and needs. There’s a page
called “Community Resources,” for example, and others with titles
such as “Opportunities for Learning,”“Active Living and Leisure”
and “Legal Matters.”

Content throughout the site is an aggregate of federal, provincial
and local information. Local information is gathered from
resources in Brockville, including the Brockville Public Library,
which maintains a help desk for the portal during business hours.

Federal and provincial content is linked to specific pages 
on existing Web sites. As those Web sites are updated in the 
normal course, the new content is automatically accessible from
seniorsinfo.ca. The same information will appear on future 
community portals; only information that is distinct to each com-
munity will be different.

The concept for seniorsinfo.ca was created by the co-chairs 
of the Canadian Seniors Partnership: Brian Ferguson, assistant
deputy minister with Veterans Affairs Canada, and Geoff Quirt,
assistant deputy minister of the Ontario Seniors’ Secretariat within
the Ministry of Citizenship.

Diane Varga, manager of the public education and awareness
unit within the Ontario Seniors’ Secretariat, said,“The vision of the
co-chairs was that the portal project could be an opportunity for
promoting services for seniors – programs, information, collabora-
tions – in a no-wrong-door approach for seniors, caregivers, their
families and service providers, anywhere in the country.”

MARCH 2004

By Lawrence Moule
Co-editor, Municipal Interface

Senior citizens could gain one-stop
access to information and, ultimately, services
from all three levels of government as a result
of a new initiative to establish a series of linked
portals across the country.

One of the first multi-jurisdictional service
delivery initiatives in Canada, the Collaborative
Seniors’ Portal (www.seniorsinfo.ca) could
become a model for the integration of informa-
tion and services delivered to a broad segment
of the public by municipal, provincial and federal
governments.

“The goal is to join up local and community
information from every municipality in the
country,” states the home page of the coordi-
nating organization, the Canadian Seniors
Partnership, www.seniors.gc.ca/scol.

The partnership was formed in November
2001. It is a network of senior bureaucrats
from the provinces, territories and the federal
government, with senior citizens serving as
advisers. Veterans Affairs Canada is leading the
partnership at the federal level.

The partnership’s vision is to transform service
delivery to seniors using a citizen-centred
approach that integrates services and makes
them universally accessible through the Web.
Its long-term goal is to build and connect
seniors’ portals across Canada.

The first such portal is operating as a pilot
project in Brockville, Ontario. The Canadian
Seniors Partnership hopes that, by the end of
2004, up to five additional municipalities in
Ontario will also be partners in the initiative.

“The long-term vision is to make this a tool
available with local, provincial and federal
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Collaborative Seniors’ Portal
Seen as National Service Model
‘No Wrong Door’ Approach Integrates Information from Three Levels

 



The Regional Municipality of York is  honored to be the host of the 
2004 MISA Conference and Trade Show from May 31 to June 2, 
2004.  

To effectively respond to the varying needs of citizens, this year’s 
conference theme will focus on how to serve their needs 
electronically.  

We will take a look at such topics as: 

- Immediate access to information on proposals, public notices etc.  
- Broadcasting useful citizen information, transaction and services   
- e-Payments 
- e-Democracy (citizen participation in policy formulation) 
- Online service requests 
- Enhanced & effective citizen-to-Government interaction  
- And much more…  

With the participation of keynote speakers, informative workshops 
and networking with peers, you will be sure to leave the conference 
with many innovative ideas! 

Who Should Attend: 
x MISA Members 
x Associate MISA Members 
x Municipal IT Professionals 
x  IS Managers 
x Network Support Personnel 
x DBA’s 
x Project Managers and Leaders 
x WEB Support Teams 
x Those affecting technology 

directions and business 
processes in your organization 

x IT professionals and 
consultants from the private 
sector 

To receive more information on 
the 2004 MISA Conference & 
Trade Show please e-mail 
misa2004@region.york.on.ca or 
visit our Web site at 
www.region.york.on.ca/misa

Conference Chair:  Bernadette Searle, PMP
Conference Coordinators: Kelley Mitchell-Tugwell, Lesley Forbes, Myra Hay 
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At present, seniorsinfo.ca does not deliver services,
only information about how to obtain them. Eventually,
the project team intends to add interactive and transac-
tion capabilities, so that the linked portals will promote
the integration of services as well as information.

“Part of the vision for the project is to transform service
delivery,” said Chris Morley, project manager of the
Collaborative Seniors’ Portal for the Ontario Seniors’
Secretariat.

“Today, if you are a senior in Brockville, you’ve got
three case workers calling on you: one from each of the
federal, provincial and municipal governments. The idea
is that eventually the seniors’ portal will facilitate the
delivery of services so that there will just be a single case
worker interfacing with seniors and their caregivers.
That case worker will deliver all three levels of govern-
ment services to individuals.”

Building the Infrastructure

To prepare for that day, Morley is managing the devel-
opment of the portal infrastructure. In its present con-
figuration the portal is more like a “gateway,” he said, but
that will change.

Host for the site is iSERV, the Ontario government’s
infrastructure provider. It will continue to be the host
for any additional community sites in Ontario; elsewhere,
the host may be some other organization, depending on
negotiations with potential provincial partners.

The search engine is from Fast Search & Transfer (FAST),
a Norwegian company whose advanced search engine
now powers the Government of Ontario’s main site. The
database, now in SQL, will shortly be converted to FAST
as well.

“Seniorsinfo.ca is basically an HTML implementation
with the fast search engine as our key underlying tech-
nology,” Morley said. “Our ultimate objective is to use
portal software. We are building a foundation to roll 
this out on a national basis, from a technological and a
process standpoint and in the governance structure.”

How complex will that be?  As a step to finding out,
the Canadian Seniors Partnership is conducting a study,
with the aid of consultants from Chartwell, to determine
how many government services are available to a senior
citizen in a sample municipality. The study is looking at
the Regional Municipality of Niagara.

Diane Varga said: “At our first crack we came up with
more than 200 services that could be available to a senior
in Niagara Region, from four levels of government.
How can we integrate all that information and delivery
of services?”

That question will be addressed in June at a two-day
conference in Brockville, where a report on the study will
be presented. The Canadian Seniors Partnership will
invite municipal representatives to attend.

Meanwhile, the speed and extent to which the
seniorsinfo.ca portal will be expanded will depend 
on funding and the willingness of municipalities to 
participate.

Funding Proposal

To date, the Collaborative Seniors’ Portal project has
been paid for using existing program funds of Veterans
Affairs Canada and Ontario Management Board, plus 
in-kind contributions from Brockville and its community.
The Canadian Seniors Partnership is preparing a funding
proposal for future phases of the project, to be presented
to the federal and Ontario governments.

The proposal will include funds to promote the 
project. That’s because its success will depend on wide-
spread awareness of the linked portals, so they will be
accessed by all kinds of agencies and service providers
to deliver information to seniors who request assistance
by telephone or at service counters.

To find more municipal partners, the project team
will be visiting senior municipal officials in Ontario for
discussions this spring.

“We do not plan to request funding from the municipal
sector at this stage,” Bilyk said. “But we do expect that
our partner municipalities will contribute resources and
time to the project.”

That will consist primarily of gathering local content
for presentation on the portal and updating it.

“All levels of government are promoting the idea of
horizontal initiatives and service integration,” Bilyk said.
“Potentially the savings could be very significant.

“We have strong commitment to this project at the
federal and provincial levels now. Our challenge is to
engage municipalities from here on in and to get 
commitments at the municipal level. But we are very
confident in the concept. All the indications are that
everybody is interested in doing this.” n

MARCH 2004

BROADBAND SOLUTIONS
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IP Telephony Eases Administration,
Saves Millions for City of Hamilton
By Christine Swenor
City of Hamilton, Ontario

Daily life is becoming simpler and easier to
manage at the City of Hamilton these days, for both staff
and citizens, thanks to a voice-over-IP system that’s slat-
ed to save millions of dollars in annual communications
costs.

As one of the milestones of Hamilton’s three-year
strategy for information technology, this integrated 
telephone (voice) and computer (data) infrastructure
has been in the works since 2002, when City staff
embarked on a journey to replace its phone systems
with an IP telephony solution and selected Bell Canada
to help them do it.

This is the largest installation of its kind for a
Canadian municipality, and the voice-over-IP services
will extend to about 3,500 desk phones at approximately
150 locations throughout the City.

About 3,100 telephones have been converted to the
new system with expected conversion of the remaining
phones in the first quarter of 2004.

The decision to implement IP telephony was driven
by the business case. The previous phone system was
costing roughly $3 million annually. By integrating the
voice and data system, we expect to save about $1.5
million every year – giving Hamilton a return on its
investment in only five or six years.

Simplified Administration
The cost factor was not the only reason for choosing this
technology, however. There are many other benefits too.
The previous system required a significant amount of
administrative effort and cost to add, move or change a
telephone service. With the IP telephony system these
efforts are eliminated or simplified.

Changes are facilitated by our internal staff and at
no additional cost – it is all part of one integrated net-
work. Staff members can easily move their phones to
another office and maintain the same phone number.
They simply disconnect, reconnect at the new location,
and are ready to go in seconds.

Another important benefit is the consistency of dialing.
The previous system often required dialing a 10-digit
number to reach staff in another department. In some
cases, this would incur long-distance charges. IP telephony
has changed all that with a simple four-digit dial that
reaches everything in the city.

The diagram opposite shows the design of the
phone system before and after voice-over-IP telephony.
Separate systems previously carried voice and data traffic.
Now, there’s one network, and the telephone and com-
puter are integrated communications devices. The 
system is based on the AVVID solution (Architecture for
Voice, Video and Integrated Data) from Cisco Systems.

Quality of Service
Along the path toward implementation, we made an
important discovery: an integrated system may require
voice traffic to be managed in a way that guarantees 
priority over data traffic. If you are running a data-rich
network, it is not always cost-effective to keep adding
bandwidth. You need to ensure priority for the voice
traffic. The City has entered into an agreement with our
service provider for quality of service on all circuits,
thereby assuring the integrity of the voice traffic.

A project of this size and complexity requires adequate
time for planning, especially because we were upgrading
our entire network infrastructure. Many weeks of network
design and planning were included in the project plan
to accommodate a seamless upgrade. This requirement
is extremely critical and should not be underestimated.

User training and project communication are also
key to a successful deployment. It was a challenge per-
suading users to attend training on something like how
to use a phone. We encouraged attendance by offering
short sessions that did not require staff to be taken
away from their busy schedules for a long time. Hands-on
training was provided, and sessions were often set up at
the users’ locations to eliminate the need to travel.
Support at senior levels can also help to ensure that
staff have the time to attend.

Because communications was critical to a successful
implementation, we did a number of things to keep
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people informed. Regular
project updates were pro-
vided through an employ-
ee newsletter. A dedicat-
ed area was maintained
on our intranet site where
staff could get informa-
tion on rollout schedules,
get answers to frequently
asked questions, and view
online demos of phone
functions. We also brand-
ed the project by creating
a logo.

Before the project was
initiated, we developed a
governance structure that
covered areas such as
technology deployment,
station reviews, training,
communications and
quality assurance. Once
Bell Canada was awarded
the contract, it developed a structure that mirrored that
of the City's. A project manager was assigned from both
organizations and, of course, a steering committee was
put together to oversee the implementation.

Communications Support

In the City of Hamilton, we did not previously have IT
staff that supported voice communications. This support
function is now provided through the same group of
staff that supports the data network. It really made
sense to maintain this responsibility in one area.

It was for this reason that we considered the transfer
of knowledge to be a critical part of the implementation.
This was facilitated through formal documentation,
team-member job shadowing and regular communication
of issues and problem resolution. The team regularly
reviewed progress through a quality assurance process.

The final phase of the project will continue installation
of the remaining phones and transform our automated
call-distribution queues. Our main distribution queue is
the City’s Contact Centre and, once it is converted to IP
telephony, we expect to realize a tremendous advantage
because it will permit intelligent call routing, directing
calls automatically to staff that possess a specific skill.

Flexible, city-wide call queuing and handling can
direct call overflows to other agents in the organization
regardless of their location. It will also provide the
opportunity to integrate existing applications and deliver
improved consolidated reporting. All in all, it will continue
to improve our customer relations.

After we complete the project, the next step is to
develop a strategy for the City to further capitalize on its
technology investment. The integrated voice-and-data
network opens the door to new applications that will
benefit staff and the public. As an example, unified mes-
saging will permit staff to better manage voice mail and
e-mail, so they can obtain messages either from a phone
or a desktop computer.

We are already thinking of ways in which we can use
the phone display to communicate important messages
to staff or direct messages directly from our intranet
Web site.

The opportunities are endless – and we are looking
forward to seizing them!

Christine Swenor is director of IT operations for the City of
Hamilton. She can be reached at  CSwenor@hamilton.ca. n
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By Anthony Rodgers 
District of North Vancouver, BC

An innovative strategy at the District of North
Vancouver is helping citizens have a firsthand look at
local Council meetings – quickly, easily and  all via video.

It works this way: the District broadcasts its Council
meetings and public hearings live on its award-winning
Web site using RealServer technology, but it also archives
these broadcasts to RealMedia files. Each of these files is
then linked to the corresponding agenda and minutes
using a technology called SMIL (synchronized multimedia
integration language).

This technology permits the segment or segments of
the video archive of each item on the agenda or minutes
to be viewed, without users having to spool back and
forth through the entire archive to find the items of
interest.

Rationale for the Innovation
The District of North Vancouver is committed to making
its discussions readily accessible to citizens, staff and the
media. The mayor, councillors and staff are also aware
that, in the absence of a tele-visual or Internet broadcast
or video archive, people have no alternative but to attend
a meeting or public hearing, if they are to hear the 
presentations and deliberations.

Some of the District’s residents, however, are unable
to attend because of transportation difficulties or dis-
ability. In addition, time constraints make it impossible
for many to attend or view a live broadcast of an entire
meeting, which runs to three hours or more, just to listen
to a particular agenda item.

Simply providing a video archive of the entire meeting
can present its own difficulties too. Locating the begin-
ning of a particular agenda item by scanning back and
forth is time-consuming and frustrating.

Alternatively, tying each item in the minutes to the
related segment or segments of video permits citizens,

staff, the media, archivists and historians to instantly
locate what they want to see. In addition, the District’s
Web site search engine can also be used to find the min-
utes of all meetings dealing with a particular item and
view the corresponding video segment of each one.

The video footage itself is directed and produced by
a staff  member responsible for filming the meeting for
Shaw Cable, as part of its coverage of Lower Mainland
Council meetings.

The District Clerk’s Department prepares the agenda
and minutes, and the technological infrastructure (the
RealServer software and the server platform) is adminis-
tered and maintained by the Client Services Section of
the Information Technology Services Department.

The District’s Webmaster prepares both the SMIL files
and the links to to the agenda and minutes.

Implementation Details
To cover the District’s Council meetings, Shaw Cable has
installed a mini-production suite behind the Council
chamber and a number of robotic cameras in the chamber.
A Shaw Cable production associate uses the production
suite and the cameras to create a “live”feed of the meeting
to Shaw Cable, which is broadcast live on Channel 4 once
a month and tape-delayed each following Saturday of
the other three weeks.

This Shaw Cable feed is amplified and distributed
around the Municipal Hall to cable access
points in the offices of senior management
and in the server room. An HP NetServer
LP200R server has a Hauppauge WinTV2000
tuner card installed, which is card tuned to

a spare channel that is the amplified Shaw Cable signal.
A separate audio feed from the PA system amplifier is
fed into a Creative Audigy soundcard.

On this server runs RealProducer Plus, the RealMedia
format encoder from RealNetworks. RealMedia is one of
the Big 3 media formats (the others being Microsoft’s
Windows Media Format (WMF) and Apple’s QuickTime).
The RealProducer Plus application takes the video and
audio signals from the two cards and simultaneously
generates both a RealMedia media archive on disk and 
a live RealMedia stream, which is fed directly to an
instance of RealServer, also running on the same server.
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Web site visitors can then connect to this live streaming
broadcast from a link on the District’s Web site.

After the Council meeting is over, the Webmaster
uses the RealMedia editor to remove any blank space 
at the beginning and end of the RealMedia archive file.
Using the meeting agenda and rough timing points
from the Council Clerk, the precise time at which each
item on the agenda commenced is noted and used by
the Webmaster to create SMIL files using a text editor.
These small text files, understood by most modern
media players including the RealOne Player, instruct 
the player to play a certain segment or sequence of 
segments from a media file.

The Webmaster then inserts hyperlinks to these SMIL
files into the agenda next to each item. Clicking on one
of these links downloads the SMIL file, which in turn
automatically starts the RealOne Player and informs it of
which segment or sequence of segments of the appro-
priate RealMedia archive file to play. The RealMedia
archive file is then served to the RealOne Player by the
computer running the RealServer service.

The Council Clerk uses this amended copy of the
agenda as the basis for the minutes, so the completed
minutes contain the same links for each agenda item.

Results Achieved
Since the beginning of 2003, this system has served
33,141 video segments to Web site visitors at an average
rate of 80 a day. As well, 1,132 unique video segments
have been viewed, and 1,301 unique visitors have 
been served. The distribution of requests among the col-
lection of files is very even, with no one archive file
accounting for more than one per cent of all requests.
The live broadcasts of meetings account for only four per
cent of all visitor requests for meeting videos, and the dis-
tribution of requests by day of the week is as follows:

• Sunday: 14%
• Monday: 15%
• Tuesday: 17%
• Wednesday: 15%
• Thursday: 13%
• Friday: 13%
• Saturday: 13%

This shows that it is the segmented video archives
that are providing the real value in terms of service to
our citizens by enabling them to view specific portions
of a meeting at a time of their choosing.

There are two significant developments planned for
the future. The first is to investigate alternative media

technologies to the RealNetworks products. There are
two strands to this investigation: the first is centred on 
a number of so-called “player-less” technologies that
embed the media in the Web page, with no requirement
for the visitor to download and install a player. The second
is the use of the industry standard MPEG-4 format for
the archives. Most modern players are, or soon will be,
capable of playing the MPEG-4 format, and its adoption
will mean that visitors can choose their preferred viewer
for watching the archives.

Secondly, the District has approached the North
Vancouver Museum and Archive with a view to supplying
the archive with a monthly CD-ROM containing the
video record with the associated meeting minutes.

Potential for Other Local Governments
This solution is transferable to other municipalities. The
District welcomes enquiries from other municipalities
and has already been approached by some, assisting
them with the design and implementation of similar
solutions. Interested municipalities should contact the
Webmaster at arodgers@dnv.org or 604-990-2348.

For this solution to work, it must be stressed that
there is absolutely no requirement to have a Shaw Cable
production suite and its associated cable feed at the
Municipal Hall. Indeed, the District does not always have
a Shaw Cable feed available for its own meetings and
uses a fixed video camera at the back of the Council
chamber for public hearings and other meetings not
covered by Shaw Cable.

In its simplest form, this solution can involve nothing
more that the following:

• Standard VHS or DV video camera, fixed at the back
of the Council chamber

• Video/audio capture card or FireWire card/port

• Media encoder/editor of choice (WMF and
QuickTime encoders are free; QuickTime Pro editor 
is $50; iMovie is free with Apple computers)

• Media server of choice (Windows Media and
QuickTime servers are free)

• Link to download of media player of choice (all of 
the Big 3 have basic players that are free).

So try it out. It’s an excellent way to keep citizens
informed.

Anthony Rodgers, business systems analyst with the District
of North Vancouver, can be reached at arodgers@dnv.org. n
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By Janet Larkman
Western Valley Development Authority

A thinly populated region of Nova
Scotia has become an internationally recog-
nized model of how to bridge the digital
divide. By harnessing broadband technologies
and building a knowledge-based workforce,
the Western Valley region of Nova Scotia has
a promising future.

About two hours from Halifax, Nova
Scotia’s only city, is a region where the landscape is as
diverse and resilient as the people who live there. Home
to the first permanent European settlement in Canada,
the region is steeped in history. Digby and Annapolis
counties – referred to as the Western Valley – support 
an idyllic way of life that is seemingly of another era.

That other era was catapulted into the 21st century
10 years ago, when the collapse of the fishery and the
closing of the local naval base pushed unemployment
rates to unprecedented levels. Shifts in global trade and
the rise of the knowledge economy presented the com-
munity with two options: embrace change or die. The
community chose the former and, within a decade, the
economy has performed a significant turnaround.

Smart Communities
The Western Valley Development Authority (WVDA), an
economic development partnership of the region’s seven
municipalities and the provincial and federal governments,
was established in June 1994. It is one of 13 regional
development authorities in Nova Scotia. Its funds come
from Nova Scotia Economic Development and Tourism,
the Atlantic Canada Opportunities Agency and the
seven municipalities within the Western Valley region.

In February 2001, Western Valley became one of 12
communities awarded a Smart Communities grant by
Industry Canada to conduct a three-year demonstration
project  as part of a national strategy to encourage
Canadian leadership in innovation. The program
(www.smartcommunities.ic.gc.ca) divided $60 million
among the 12 demonstration projects.

In three years, WVDA and its local commu-
nity partners introduced innovations in
nearly every critical area of the economy.
Plans were made to install fibre-optic infra-
structure to meet the Valley’s connectivity
needs. With a small, dispersed population,
the Valley had little hope of attracting 
private-sector telcos to deploy a network.
Nonetheless, with the support of the seven
municipalities, the Nova Scotia Community
College, and the federal and provincial 
governments, plans were made to build a

145-kilometre, community-owned broadband network. We
struck a deal with local cable companies to trade fibre
strands for transport via existing networks into Halifax.

FUNDYweb Broadband Network 
Thirteen public- and private-sector partners are contribut-
ing to the cost of the FUNDYweb broadband network.
Local governments will now have the appropriate platform
to deliver services to citizens, and health organizations
can offer skills-development programs to rural healthcare
workers and begin plans to implement diagnostic appli-
cations over the network.

Economic and business opportunities will be attractive
with the presence of the broadband network, and citizens
will have greater access to high-speed Internet.

Eastlink, a local cable company and private participant
in the FUNDYweb project, has agreed to provide broad-
band connectivity between Halifax and the Valley at
rates of up to 1 gigabit a second, thereby providing the
gateway to the world. Eastlink will use the network to
extend broadband coverage from its Yarmouth area 
network to the Digby area.

RuSH Communications will also be using fibre from
the FUNDYweb network to extend broadband coverage
from its Yarmouth area network to the Digby area. The
total cost of the project is $1.2 million.

Industry Canada commissioned an analysis of the 
viability of the project. Report author Pierre Boudreau
drew the following conclusions: “The progress to date
shows that a rural community such as the Western Valley
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can in fact develop the expertise and know-how to
define community needs and develop telecommunications
solutions . . . Nova Scotia’s Western Valley is positioned to
be one of the leading rural communities in the world 
to plan, design, build, and operate a fibre-optic network
for broadband communications services and for com-
munity-based and network-based economic and social
development.”

CLICK Project
Through the Annapolis District Planning Commission
and administered by the WVDA/Smart Community
Project, the towns of Annapolis Royal, Bridgetown and
Middleton are implementing new and efficient ways of
managing resources and maintaining municipal infra-
structure using GIS technology.

The CLICK project has completed eight separate data
layers representing a complete set of data information
for each layer. Twelve public works personnel from the
various towns have been trained to use the new technol-
ogy. The software, delivered through a GIGS site-licence
agreement, includes a component that interfaces GIS
information with Internet protocol, a GIS database plat-
form and a platform that provides field data collection
capabilities.

The Web GIS application known as CLICK Uptown
integrates development-permit tracking, giving the public
access to information about building permits, develop-
ment permits, subdivision applications and various
amendment processes for the land use bylaws and town
plans. CLICK Downtown Municipal GIS is hosted simulta-
neously for municipal administrators, staff and councillors,
providing core functionality for staff within the three
municipalities.

A heritage hyperlink tool permits users, both public
and private, to view a photo of a historical building
located on identified heritage properties. An interesting
layer in the Web GIS is an aerial photo mosaic, produced
to cover the extent of each participating town, available
in both public and private versions of the Web GIS.

International Recognition
As announced in the January issue of Municipal Interface,
the Intelligent Community Forum (www.intelligentcom-
munity.org), an international think-tank based in New
York City, named the Western Valley region to its 2003
list of the Top Seven Intelligent Communities in the
world. The region’s story will be told at the Intelligent
Community Conference and Awards program in New
York on June 10-12.

This recognition reflects much progress. The former
naval base is now a thriving business park, employing
more people than ever before. The fisheries, forestry,
agriculture, and manufacturing sectors have all focused
on diversification and the strategic use of technology,
becoming extremely competitive in the international
marketplace. Creative people are drawn to the region,
which has developed one of the most vibrant rural arts
communities in Canada. The region exudes a dynamism
that is evident to any visitor.

Technology is emerging at the grassroots level, where
30 public Internet access sites and six public videocon-
ferencing centres have been created. Thousands of people
from all walks of life have engaged in participatory 
technology training and entrepreneurship programs.
More than 85 per cent of residents now have PCs with
Internet in their homes, making this one of the most
computer-savvy rural communities in Canada.

New Jobs, New Businesses
Broadband will serve as a catalyst for new ways of deliv-
ering health, education, government and business services.
Applications such as virtual libraries, digitized municipal
mapping systems, online community radio, digitized
genealogy records, collaborative research, e-learning
and multimedia Web portals are being created. In all,
the Smart Community Demonstration Project has added
more than 50 jobs in new industries and produced $5
million worth of in-kind contributions from governments
and private-sector partners.

New companies such as Convergys are choosing to
relocate to the region, promising more than 200 new
contact centre jobs. Existing companies such as Shaw
Wood are growing dramatically, now employing almost
350 people. Local institutions such as the Nova Scotia
Community College are leading the country in areas of
applied research, with the Applied Geomatics Research
Centre attracting millions of dollars in research investment
and top research scientists.

The Western Valley has created a competitive place
to do business on a global scale, without losing its rural
character and rich quality of life. Being selected as one
of the most “intelligent communities” will encourage the
Valley to continue surprising the world by demonstrating
what is possible in a rural community.

Janet Larkman is executive director of the Western Valley
Development Authority. She can be reached at janetlarkman@
wvda.com. n
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City of Mississauga’s New Portal
Brings Teamwork to Innovation
By Sven Tretrop
City of Mississauga, Ontario

This article is based on a presentation to the Broadband for
Connected Communities in Ontario Conference in Hamilton
on November 19, 2003.

The City of Mississauga’s innovative new Web
portal is the latest offering from its e-City initiative – and
yet another milestone in electronic service delivery.

Aimed at making City services available online as
quickly as possible, e-City has already produced two
solutions that were embraced by the public, giving City
staff their first real experience in implementing large-scale
e-business and e-commerce systems: Online Library
Catalogue (WebPac) and the Connect2Rec system (Class
eConnect) for online recreation registrations.

The goal of the new portal was to deliver a common
platform for building future online services, a content-
management system, an e-commerce “engine,”an extensive
list of custom-built e-services for the City’s Planning and
Building department, and a variety of interactive tools
that could be used to engage portal users in a two-way
conversation with their local government (including
polls, surveys, discussions, online chats and e-mail 
subscription lists).

A request for proposals was issued in 2002 to find a
company or group of companies that would work with
City staff to build, test, and deploy this innovative portal.
A consortium of companies led by Bell Canada emerged
as the successful bidder (Bell Canada, ATG, Blast Radius,
CGI, Paradata and BCE Emergis).

Bell’s proposal was to work with City of Mississauga
staff to build a portal to our specifications – but to host
the portal on Bell’s own infrastructure. Furthermore, Bell
was interested in remarketing this new portal to other
municipalities as a comprehensive, hosted portal solution
for local governments.

The e-City Project Team
In November 2002, a dedicated, cross-departmental team
of 10 City staff from Information Technology, Corporate

Communications, Planning and Building, and Finance
began working with Team Bell to build and implement the
system. Core project team members were seconded to the
project full-time and worked out of a common project
room in City Hall.

From the outset, we wanted to ensure that, although
the portal would be hosted on Bell Canada’s infrastructure,
the City of Mississauga would retain creative control over
the look and feel of the portal as well as the overall feature
set. We also wanted to ensure that, although there
would be a core set of functionality that would be similar
for all cities coming on board, the flexibility to easily
add our own custom functionality would be retained,
now and in the future.

We accomplished this by having City of Mississauga
developers work closely with the Team Bell programmers
throughout the project life cycle. Our developers coded
major pieces of the application, especially in the Planning
and Building portions where specialized knowledge of
the City’s back-end application was required.

Analysis and Design

The project kicked off with a series of intensive day-long
workshops that brought together Team Bell and City
staff at an off-site location. Each day a different set of
portal features would be discussed, analyzed, and docu-
mented. Subject matter experts from the City and Bell
were brought in as needed. The intent was to assist Team
Bell in thoroughly documenting the City’s requirements
and to agree on the complete list of portal features.

The result of these initial meetings was dubbed the
business-requirements document, or BRD. This laid out
the entire feature set of the portal, at a high level and in
plain language, identifying those features to be included.

Once the BRD was completed, work began on a func-
tional requirements document, or FRD. This much larger
document took the feature set from the BRD and docu-
mented, in step-by-step detail, exactly how each of the
features was supposed to work. This document would
become the specifications for the application developers
to use in their programming.
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At the same
time, a parallel
document was
developed, known
as the interaction
design document,
or IDD, document-
ing on a screen-
by-screen basis
the interactive 
elements of the
site (including
fields and but-
tons). This docu-
ment would be
used by the HTML
team in Vancouver
to develop the
screen templates,
which would then
be used by the

application developers in Toronto to build the portal
screens. Screen mock-ups of the home page and a num-
ber of sub-pages were also developed at this point to
make final plans for colours, fonts, and the look and feel.

A fourth document proceeded in parallel as well. Called
the technical architecture document (TAD), it documented
all of the technical-infrastructure aspects of the portal,
including the server architecture, network architecture
and database architecture.

Once all of this documentation was completed and
signed off in March 2003, we had a complete set of speci-
fications to begin building the portal. In architectural
terms, you could say that we had completed the plans for
the house – now it was time to begin construction.

Construction Stage
The construction stage of the portal was in many ways
the most challenging, due to the number of different
subcontractors and consultants, all working in different
locations. For starters, the portal was not residing at City
Hall but across town at CGI’s data centre. Most of the
coding related to the City’s Planning and Building and
Tax components was done on site at City Hall, with the
rest carried out in Toronto. The graphic design and
HTML templates were developed in Vancouver, and the
credit card processor in Whistler BC. The portal software
came from a company in Boston.

Another major challenge – one that we totally under-
estimated – was content conversion. It is an enormous
task to take thousands of Web pages, break them up, and
then reclassify each content item correctly so that it

shows up on the right place in the portal – especially
since we were loading this content while the portal was
still being built. Fortunately, our Web authors – more
than 50 of them – rose to the challenge.

Managing These Challenges
How were some of these issues overcome?  Three strategies
made a big difference:
• Regardless of where a particular developer was 

working, all code was checked in and out of a central
content-versioning system or CVS accessible from all
locations. This included the ability for City staff to
check in and check out code as well.

• All bugs and enhancement requests were entered into
a central bug-tracking system accessible via the Web.

• A daily conference call involving all of the key project
resources from both Team Bell and the City ensured
that we were always on the same page when it came
to the coming day’s work.

The portal was completed in August, tested, and suc-
cessfully launched in November 2003 – approximately 12
months after kick-off.

Key Portal Features
Mississauga’s new e-City portal includes a wide range of
innovative features:
• A sophisticated J2EE portal platform that comes with

an extensive set of building blocks called portlets,
which are self-contained mini applications that can 
be configured and placed anywhere on the portal.
Portlets can either be ready made (such as polls,
alerts, discussion groups, calendars, searching) or 
custom-built.

• Personalization & content targeting – by enabling users
to sign on to the portal, the site can be personalized
and content targeted specifically to each user. When
a user returns to the site and signs back in, the site
“remembers” that client and brings up that user’s
information. For example, if a user is interested in a
particular property address, he or she can bookmark it
so that the portal can instantly retrieve this information
the next time it’s needed.

• A full-featured content management system with
built-in workflow, which frees authors from the need
to know HTML. It handles the entire process of man-
aging content, including creating, versioning, editing,
approving, previewing, revising and deploying all
information on the site. Content can even be entered
ahead of time and made to automatically appear and
disappear on pre-determined days.

Sven Tretop addresses the Broadband
for Connected Communities in
Ontario Conference in Hamilton in
November 2003.
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• E-mail and alert management – users can sign up for
mailing lists and can be notified when content on the
site has changed by subscribing to automated alerts.

• Discussion groups and real-time chats – users can
take part in moderated discussions with City staff
and other users.

• Polls and surveys – City staff can ask users their 
opinions via online polls and surveys.

• The Weather Network, Yellow Pages, and Canada411
– users can use these portlets to access Mississauga
weather and to quickly find people and businesses.

• Planning and Building e-Services Centre – builders and
homeowners can monitor the status of their building
permits and schedule building, plumbing and HVAC
inspections online. Land developers can monitor
their applications for land development and can view
conditions of approval. They can subscribe to e-mail
alerts advising them when an activity status changes
on their application. Solicitors can purchase tax 
certificates and compliance certificates online.

Homeowners can view property information, zoning,
related building permits, Committee of Adjustment
text, tax assessment and tax balance information.
Users can even see an aerial map of their property
and neighbourhood via a GIS link.

• E-Store and shared e-commerce platform – the City
sells branded merchandise and products online
(clothing, souvenirs, business directories, transit passes),
including both physical and virtual products. Tax 
certificates and compliance certificates (both virtual
products) can be purchased online.

• Links and interfaces to other systems – the portal
interfaces directly with the City’s Planning and Building
System and indirectly with the City’s tax system, SAP
GL and GIS. Ad hoc reporting is handled via Crystal
Reports. There are also links to online systems such
as Connect2Rec and WebPac.

The Portal Infrastructure
The City of Mississauga’s e-City Portal is now hosted off-site
at CGI’s data centre. Although the front end of the portal
(including Web servers, application servers, portal and
content databases and e-mail server) has moved to CGI,
the back-end legacy databases remain at City Hall. A
dedicated T1 connection was set up between Mississauga
City Hall and CGI for this purpose. This enables the portal
to securely access data residing in the City’s planning
and building, tax, financial and other databases back at
City Hall. The T1 connection is also used by the City’s
Web authors to securely update portal content and use
an access point for custom reporting.

What’s Next?
The portal has been live for several months. While feed-
back to date is very positive, users are already asking for
even more content and functionality. We expect many
more months of tweaking the content, as our Webmasters
and Web authors become more familiar with the portal
toolset.

Our city manager and senior management have
made it clear that they would like to see more online
services added to the portal as quickly as possible.

An e-strategy is being completed, but my feeling is
that much of it could be stated in one sentence:

“Your IT Strategy for the Next Few Years = e-Services.”

Sven Tretrop is project leader and e-City evangelist for the 
City of Mississauga. He can be reached at sven.tretrop @
mississauga.ca. To see Mississauga’s portal in action, visit
www.mississauga.ca. n
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Wireless Wide Area Networks 
The most common public wide-area networks are known as cel-
lular, or PCS, and consist of three generations. In addition to
these three, a variety of 2.5G techniques have been deployed
between the first and the third generation (3G) to improve the
data speed for Internet access and enhanced messaging.

Here is a brief description of each generation, including 2.5G.

The first generation (1G) of wireless communications systems
was introduced in Canada in 1985. This analog technology was
primarily used for voice with systems such as AMPS,TACS and NMT.

The second generation (2G) systems started in the 1990s
using digital encoding. These systems, which include GSM,
TDMA and CDMA, were mainly used for wireless voice communi-
cations and were characterized by wireless data speeds between
9.6 and 19.2 kbps.

2.5G Generation: Packet Data
2.5 generation systems were designed as an interim stage leading
to the deployment of 3G systems. These networks transfer wireless
data at speeds of up to 114kbps, which is faster than traditional
digital (2G) networks. Some wireless providers have also deployed
GPRS, or general packet radio service, adding integrated wireless
data capabilities.

In addition to high speed, 2.5G systems have four characteristics
that translate into tangible benefits for clients who deploy wireless
data solutions. These include:

• Always-on technology: Users of these systems do not need 
to log on to the network. Devices can be registered and ready
to receive wireless data at all times. In addition, the network
registration process can be automated to occur without user
intervention, providing an easy-to-support and simple user
experience.

• Voice and data: With wireless voice and data integration,
network users are able to use a single, integrated device for
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Wireless Devices
Becoming Part 
of Broadband
Solutions Deployed
by Municipalities

BROADBAND SOLUTIONS

By Caroline Schellekens
Rogers AT&T Wireless

This article based on a presentation to the MISA
BC Fall Conference in Prince George.

Wireless devices have evolved into
portable and powerful computing devices.
Incorporating wireless technology into broad-
band solutions within your municipality can
improve response times, increase access to
information, reduce costs, and improve efficiency.

There are three distinct wireless network
categories. First, wireless personal area networks
(wPANs) provide device-to-device wireless
communications. Bluetooth, for instance, pro-
vides short-range wireless communications
that essentially replace cables at ranges of 
up to 30 feet. Common products include
Bluetooth wireless headsets that communicate
with a wireless phone.

Second, wireless local area networks (wLANs)
provide wireless communications within a local
area. Wireless LANs are becoming increasingly
popular as a complementary technology to
wireless wide-area networks.

Finally, wireless wide-area networks (wWANs)
provide wireless communications in free space.
Instead of focusing on communicating in a
local area, wWANS strive to provide wireless
communications wherever you are – where
you live, where you work and where you travel.
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voice calls and data communications, providing sig-
nificant cost savings for organizations.

• Packet based: Packet-based systems are designed to
track usage based on the data transmitted rather
than the length of a connection. Clients are charged
only for actual data sent and received, resulting in
cost-effective, real-time wireless data solutions.

• IP based: By carrying wireless IP/Internet traffic, munic-
ipalities can take advantage of investments already
made in Internet- based technology such as browser-
based applications, Web sites and intranets.

In summary, the availability of higher-speed wireless
data networks that support always-on, voice/data com-
munications via common IP-based protocols has dra-
matically increased the value of wireless data solutions
for municipalities.

Third Generation 

Wireless providers in Canada have begun to deploy
third- generation systems, referred to as the next 
generation of advanced wireless services, worldwide.
GSM World, the Web site of the GSM Association
(www.gsmworld.com), reports that 38 countries in the
world, including Canada, have either begun, planned, or
have deployed 3G systems.

3G networks are capable of transferring data at
speeds of up to 384kbps. Average speeds for 3G networks
range between 64kbps and 384kbps. 3G is considered
high-speed, or broadband, mobile Internet access, and in
the future 3G networks are expected to reach speeds of
more than 2mbps.

GSM/GPRS – Business Benefits  

GSM stands for global standard for mobile communica-
tions. GPRS (general packet radio service) represents the
most advanced and feature-rich data network in the
world. These features translate into business benefits for
municipalities in Canada.

Dedicated Channels for Wireless Data
Communications: GSM/GPRS dedicates wireless chan-
nels exclusively to data traffic. As a result, if wireless
voice traffic fills the channels available within a serving
area, such as during busy hours of the day or when an
emergency occurs, wireless data traffic will not be dis-
placed by voice. As well, some wireless providers have

built redundancy into their GPRS network so that data
traffic will not be impaired by any single point of failure.

Proven and Widely-Adopted Worldwide Standard:
GSM has emerged as the dominant world standard for
wireless communications services. Used by more than
one in 10 of the world's population, GSM networks are
proven and highly reliable. Today, 197 countries have
deployed GSM technology.

Network Security: GPRS provides customers with
the ability to connect their host networks either via the
Internet, via VPN over the Internet, or via a dedicated pri-
vate connection. As well, GPRS provides high security by
using 128-bit encryption. All data transmitted over the
air link is encrypted with highly secure mechanisms
between the mobile device and the GSM/GPRS network.

Portable and Flexible SIM Card Technology: The
secure Subscriber Identity Module (SIM) cards technology
provides the ability to remove the SIM card from a voice
and/or data device and use it immediately in another
GSM/GPRS device. This means that a user can move
telephone numbers and data plans from one device to
another without calling the carrier to change them. For
municipalities with a large number of wireless phones,
wireless data devices and fleets, this portability and ease
of replacement saves money, time and resources.

Future Solutions by Wireless Technologies

Enhanced Data for Global Evolution (EDGE) is a further
enhancement in wireless data capability over the core
GSM network. This will achieve the delivery of advanced
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mobile services such as the downloading of video and
music clips, full multimedia messaging, high-speed
colour Internet access and e-mail on the move.

Rogers AT&T Wireless announced on November 18,
2003, that it has begun a trial of third-generation EDGE
capability in the Greater Vancouver Area. The rollout of
this network enhancement will begin in 2004, and we
are in trials with several BC municipalities.

Municipalities in Canada and elsewhere are deploying
wireless data solutions to improve response times and
access to information, reduce costs, and improve effi-
ciency. In the UK, the GPRS network operator Orange UK
is working with the fire department to send pictures of
accident victims at the scene: “… by using photographs,
resident consultants … are able to assess the extent of
the injuries and mobilize the appropriate medical teams”
(www.uk.orange.co.uk). In Miami, AT&T Wireless Services
Inc. provides wireless connectivity as part of a solution

for building inspectors that provides real-time reporting
and inspection management.

Canadian municipalities are investigating and imple-
menting a wide variety of wireless data solutions. To
illustrate, our company is working with several munici-
palities across the country to provide wireless access to
proprietary applications, e-mail systems, location-based
services, emergency and fire vehicle dispatch, traffic
lights communications and parking-meter solutions.

Your municipality may find that wireless communica-
tions can increase your responsiveness and accessibility
– and improve your bottom line.

Caroline Schellekens is manager, Enterprise Data
Applications BC with Rogers AT&T Wireless, an associate
member of MISA Ontario. She can be reached at caro-
line.schellekens@rci.rogers.com. n
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Electronic Voting Experiment
Succeeds in Eastern Ontario
By Betty de Haan
Township of South Stormont, Ontario

This article is based on a presentation to the Broadband for
Connected Communities in Ontario conference in Hamilton
on November 18, 2003.

Municipal elections will never be the same
again. In a bold experiment in electronic voting,
Ontario’s 11 eastern municipalities became the first in
North America to conduct municipal elections without
paper, using only the telephone and the Internet.

The results of this experiment, held November 10,
2003, in the United Counties of Stormont, Dundas and
Glengarry as well as the United Counties of Prescott-
Russell, boosted confidence that citizens are indeed well
served by electronic voting.

Voter Turnout
Low voter turnout for elections is a universal concern. In
recent years, municipal elections in eastern Ontario have
drawn only about 40 per cent of eligible voters. That’s
actually better than reported by many other municipali-
ties, but we hoped that we could improve it to about 60
per cent by introducing an electronic system.

Our accessibility objectives with telephone/Internet
voting were:

• To be able to accommodate all concerns and issues
for people with hearing and visual impairments and
voters with all types of disabilities;

• To have an extended voting period that would per-
mit voting to take place 24 hours a day for six days;

• To facilitate voting from anywhere in North America
by phone, and anywhere in the world by Internet.

We had other objectives, too, for introducing electronic
voting. We wanted to reduce the labour and capital
costs of conducting elections as well as improve the
accuracy and speed of reported results.

As a returning officer, I know that counting and bal-
ancing ballots can be a nightmare. Paper-based ballots
have significant inherent risk of human error in counting,
or the interpretation of spoiled ballots. We wanted no
more experiences like the elections of 1997, when it

took us until 1:30 a.m. to have our final results tabulated
and validated.

Long Lead Time

Preparations for the 2003 election began in August. We
received the list provided by the Municipal Property
Assessment Corporation of about 94,000 names of eligible
voters in the 11 municipalities. Unfortunately this list
proved to be significantly inaccurate. From August
through the election date, we had to make about 7,000
corrections to the voters list.

The municipalities started informing voters that the
election would be conducted electronically, and in October
voters received letters with their voter identification
numbers and passwords to use with the interactive
voice response (IVR) system or the election Web site.

The site, www.canvote.ca, was established by the
company we had selected to provide the electronic voting
system. It is called CanVote Inc., based in L’Orignal,
Ontario. In addition to the technology, CanVote handled
telephone and e-mail communications with municipalities,
provided help desks for users of the technologies and
published all election-related information on the Web,
including candidate information and a sample election
so voters could try out the Internet-based procedures.
All services were available in both official languages.

Meeting Technical Needs

The telephone and Internet voting system includes IVR
and Web applications built on the Linux operating system.
The Web site is encrypted using the same 128-bit
encryption used for online banking transactions.

The choice of telephone or Internet service permits
access by people with visual, auditory, mental and physical
impairments.

The system incorporates a wide range of election
configurations, since it needed to handle voting both for
municipalities and school boards. The number of officers-
at-large – such as mayor or deputy mayor – ranged from
one to three within municipalities. The number of wards
ranged from none to eight, and the number of councillors
from one to four in each ward.
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Including school boards posed
a challenge because of eligibility
concerns. A person owning
property in more than one
municipality is eligible to vote in
each one. But the same person
cannot vote more than once in
an election of trustees for a
school board. Suppose, however,
that a school board extended
over more than one municipality
where the voter owns properties?

The best solution we could
devise was to include a question
asking whether the voter owned
property in any additional relevant
municipality, and had voted in that municipality. If the
answer was yes, the person was excluded from voting
again for the school board offices.

Simple Process
The voting process was easy for most people and did not
take long – an average of one to two minutes on the
Web, and three to four minutes on the telephone.

People could vote by dialing a toll-free 888 number,
from anywhere in Canada or the United States, and
responding to the IVR instructions on their touch-tone
phones. Alternatively, they could register on the Web site
and procede through the same series of choices. The
Web forms resembled a traditional paper ballot; voters
clicked on a circle opposite the name or names of their
choice, with limits placed on the maximum number of
selections in each category.

On both the telephone and Internet systems, voters
were asked to confirm their choices with an additional
response. They could also change their minds and start
over, or declare to abstain if they chose.

Electors could vote at any time up to 8:00 p.m. on
November 10 and during the previous six days. We
found that the second-most busy time for voting, after
election day itself, was 9:00 a.m. on the first day.

Encouraging Results
We met most of our objectives with the electronic voting
system, although we found some need for improvements.

Our accessibility objectives, I believe, were fully met.
There were no lineups, no transportation problems, no
weather concerns, and no phone calls from concerned

voters with disabilities. Quite a
few people telephoned to vote
from Florida, and we had Web
participation from travellers as far
away as South Africa.

Costs of conducting the election
were reduced. The average cost
for each elector was $4.30, com-
pared with $4.65 by traditional
ballot.

The voter participation rate was
higher, although not as high as
we hoped. Fifty-one per cent of
eligible voters exercised their
rights. Among the 11 municipali-
ties, the lowest participation 

rate of 39 per cent was in my own municipality of 
South Stormont – but we had an excuse, since the 
only contest not decided by acclamation was for 
deputy mayor!  The star performer was the smallest
municipality, East Hawkesbury. Sixty-five per cent of its
3,000 people voted.

In total, 64 per cent of people who cast balllots used
the telephone, and 36 per cent used the Web site. We
were pleased at the participation by senior citizens: 60
per cent of them voted. And 14 per cent of those used
the Web, a rate almost as high as the 16 per cent by 18-
to-35-year-olds.

Improvements Needed
To raise participation further, we will need to make our
service offering even more accessible. We found that
some people could not understand the automated
instructions on the telephone, including use of the word
“abstain.” Some people could not use the IVR system
because they lacked touch-tone phones, and some could
not use the Web because they had old equipment.

We were completely pleased, however, with the 100-
per-cent accuracy of the vote count, and with its prompt-
ness. Final results were validated and posted by CanVote
by 8:45 p.m.

Feedback from voters was positive, and we seem to 
have turned a corner in serving our electors. We will be
recommending to our municipal councils that the same
telephone/Internet voting method be used again for the
2006 municipal elections.

Betty de Haan, CAO/clerk of the Township of South
Stormont, can be reached at betty@southstormont.ca. n
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Voting forms used on the Web site were
designed to look like familiar paper ballots.
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By Michel Labelle

City of Coquitlam, BC

Much has been said in the media about ineffi-
ciency in the public service – but a recent project by 
the City of Coquitlam shows that with an aggressive 
target, equally impressive and aggressive results can 
be achieved.

The City of Coquitlam maintains a fleet of 450 
desktop computers on a three-year lease. This leasing
arrangement enables the IT group both to maintain a
relatively new fleet of equipment and, most importantly,
to reduce the number of machine types in our environ-
ment. This standardization has direct savings in terms 
of support costs and system image maintenance and
results in one of the lowest total-cost-of-ownership 
figures measured.

The one problem with a lease, however, is that every-
thing is due back at the lessor on a specific date. With
this in mind, the City set out with the objective of
replacing all of its fleet, upgrading to the latest OS and
business application software, and getting it all done
within a two-week deployment period.

The success of this project was never guaranteed.
Over nine months, numerous problems with application
compatibility, backend system upgrades, patch availability,
multiple RFPs and finally equipment availability pressed
our small IT department to the limits.

The first step in this long process was gaining accep-
tance that it could be done internally. Most of the IT
staff had never been involved with a rapid deployment
project of this nature and questioned the feasibility of
completing the work within two weeks. Once that
acceptance was gained, things started to move quickly.

Application testing on the latest OS was the first step.
This permitted us to determine what would and would
not work up front. As for negotiating with software
vendors, updating software inventories and spending
long hours in technical support queues, these first 
hurdles were eventually overcome.

The next step was determining what should be
included in the base image. Not knowing which hardware

the final image would reside on, it was essential to keep
the base image as clean as possible. Application images
were then built and tested for deployment with Microsoft
Active Directory using a variety of packaging tools.

This piece-by-piece approach again let us upgrade
and test individual components without fear of breaking
the whole. It also enabled us to pre-populate our
deployment groups so that, once a machine was delivered
and added to the appropriate AD container, all software
would be installed automatically within a matter of 
minutes, freeing up the deployment team to move on to
the next machine.

By having each of our departments actively involved
in determining the final equipment specification, we
were eventually able to eliminate all special needs and
distil the machine selection to a single system model.
More importantly, though, was that user acceptance 
of the process and eventual deployment was at an 
all-time high.

While it is always tempting to skimp on the imple-
mentation vendor and implementation services, this
critical last step is what often makes or breaks a project.
We chose our vendor based on the proven expertise,
documented ISO processes and overall strength of its
organization in these poor economic times.

Using a just-in-time delivery system, we were able 
to effectively manage the 900-plus boxes that arrived 
at our 17 deployment locations and, more importantly,
ensure that all 900 pieces of returned equipment made
it back to the lessor in time and in good condition. The
implementer was able to provide us with documenta-
tion on both equipment delivery and replacement,
effectively populating our asset-management database
as well.

Having conducted this task in both public and 
private sector environments, I can say without a doubt
that the naysayers are wrong. The public sector can be
just as aggressive as anyone else – and we have the
results to prove it.

Michel Labelle is a supervisor, Information, Communication,
and Technology for the City of Coquitlam. He can be
reached at mlabelle@coquitlam.ca. n
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Small City Finds Effective Way 
to Implement Web-Based GIS 
By Steven Hulsman
City of Airdrie, Alberta

Faced with a remarkable increase
in population and more to come in the future,
the City of Airdrie, Alberta, took the reins and
introduced Web-based GIS technology – to the
benefit of staff and citizens alike.

It began in 2001, when Airdrie’s population
was nearing the 20,000 mark. The city, 15 minutes
north of Calgary, has had remarkable population
growth. Population has climbed seven per cent
a year for the past 10 years and is expected to
grow by five to seven per cent annually in the
next three years as well.

The City had been considering GIS technology
and in 2001 was still in a position to apply for
provincial funding available to municipalities with 
populations of less than 20,000. Funds were available to
implement a technology solution that offered improved
municipal governance, enhanced service delivery or
inter-municipal cooperation. A consultant was hired to
perform a GIS feasibility study to determine if the City
was ready to use the grant funding.

“If we were going to go ahead with GIS, we wanted
to make sure that that the funds and resources were
available to sustain it, avoiding the pitfalls experienced
by others,” explains Georganne Dupont, IS team leader
for the City.

Council endorsed the grant application after the fea-
sibility study determined that the City was indeed ready,
and the grant was awarded in October of 2001. In early
2002, staff visited other municipalities such as Leduc and
Lethbridge to learn, share, and gather information about
GIS. To guide the implementation and decide on time-
lines and software purchases, a GIS committee was
formed with department representatives and all levels
of management.

The grant enabled Airdrie to purchase, in May 2002,
a 1:10,000 orthophoto including 1m contours. Titles
mapping base data from AltaLIS came in July, and ESRI
software (including ArcIMS) arrived in August.

The first major issue that arose and required immediate
attention was data quality. Examples were incorrect 
or missing, and duplicated values in the tax and assess-
ment systems required cleaning. One of the most chal-
lenging examples involved one tax roll including many
titles. This was managed on the tabular side versus the
spatial to avoid altering or misrepresenting the titles
mapping.

It also became quite apparent that an additional
resource would be necessary, and a second GIS specialist
was hired. Departments also realized the importance of
current and accurate data for GIS to be a reliable and
useful tool. With that understanding, departments began
to dedicate or budget for resources to ensure the quality
of their data.

By far the most challenging task was the delivery of
GIS information to the desktop using ArcIMS.

“When we linked the GIS information to ArcIMS,
we knew right away that it was not going to meet our
expectations,” states Karen Marshall, GIS specialist for
the City.

“The indirect costs of maintaining a Web-based GIS
were not identified early enough in the process, leaving
the City in a tight spot. We knew that staff would not be
able to perform a SQL address search that comes with

This screen shot shows the AGIS Web interface with a query results
page that staff would see, including both maps and attribute data.
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‘out-of-the-box’ ArcIMS. Additionally, the interfaces in the
standard viewer would be intimidating for casual users.”

What was needed was a simple and easy-to-use
interface for staff, which could be found within the 
budget. Several alternatives were considered: a custom
solution that required extensive programming skills, the
use of existing technology, or choosing a solution that
used “leading-edge technology.” Macromedia’s Coldfusion
was identified as a possible solution due to its ease of
data integration, rapid development capabilities and
current use on the City’s intranet.

Needing a quick, proven and cost-effective solution,
the City decided to implement GeoNorth’s MapOptix
extension to ArcIMS.

“MapOptix is a companion product to ArcIMS for
implementing and managing Internet mapping applica-
tions, GIS portals and Web-based enterprise GIS systems
quickly, easily and cost-effectively without custom pro-
gramming,” explains Marshall Payne, NW operations
manager for GeoNorth.

“It provided the City with enhanced administration
capabilities, database integration, content management,
and advanced query and analytical capabilities. The
MapOptix API and open-client source code were useful
as a simple public-site interface for citizens to query
information similar to common Internet map services.

“Choosing a commercial solution was the most 
cost-effective approach because it saved both time and
money. To develop a similar custom solution would
have taken years. With MapOptix the City had a robust,
configurable Web-based information system up and
running in a couple of days at the equivalent cost of
about 10 days of consulting fees.”

The GIS committee chose the name AGIS (Airdrie
Geographical Information System) for the Web interface,
which was launched in March of 2003.

More than 70 staff members have received a combi-
nation of GIS theory and hands-on AGIS training, and
they are now exporting result sets directly from the AGIS
into Excel for mail merges, calculating distances and
areas, extracting result sets out to shapefiles, and gener-
ating graphs from the Macromedia Flash interface 
provided by MapOptix.

“The time required to maintain the AGIS is minimal,”
says Steven Fray, database administrator for the City. “If
a user requests additional data fields or queries in their
result set, all I need to do is make a few mouse clicks to
add the field and update the AGIS.

“Users only need to refresh their Web browsers, and
the new data appears. What would have required lines
of code before is now as simple as clicking a mouse for
the query request to appear in the browser. In collabo-
ration with City clerks, FOIP-sensitive data is also protected
in the same manner.”

To ensure the best practice of 99.9 per cent availabili-
ty of the AGIS, the City has a development environment
where changes are tested and enhancements to the
AGIS are made before moving them over to the produc-
tion server.

Due to be implemented this year on the AGIS are the
capabilities to attach images and documents to titles,
link to the City Web site, and possibly integrate with the
City’s award-winning Virtual City Hall and infra-cycle 
fiscal impact model.

Steven Hulsman is a GIS specialist with the City of Airdrie.
He can be reached at steven.hulsman@airdrie.ca. n
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quickly resolve the problem if adequate planning and preparatory
steps have not occurred.

For example, in the event of a fire in a large data centre, not
much can happen toward the recovery until the new or alternate
site is available and various steps have occurred, including installing
communications lines, for example. This usually requires contracts
and other agreements and can take months if not addressed
ahead of time.

The Process

Four activities are involved in business continuity planning:

• Establishing the BCP planning team

• Business impact analysis

• Developing the plan 

• Preparation, including establishing alternate communications
strategies, training and exercising the plan.

Establishing BCP Planning Team
The team is responsible for developing, documenting and main-
taining the plans, and ensuring that the preparatory steps identi-
fied in the plans occur.

The BCP planning team (or working group) is led by a business
continuity coordinator. The coordinator should be sufficiently
senior to be able to provide direct liaison with the organization’s
most senior management and anticipate their concerns.

A typical BCP planning team should include members from
the major business areas, IT operations staff (or representatives
from the outsourcing vendor), facilities (physical plant), security
staff and a representative from Finance. In larger organizations, a
representative from HR will be required to discuss issues such as
strikes, overtime and the implications of changing work conditions
during emergencies.

Other specialists such as legal counsel and occupational 
safety experts may be brought in to the team for portions of the
analysis, while others will be interviewed, either individually or in
facilitated sessions.

MARCH 2004

This article is based on a presentation to the MISA
IT Security Conference and Workshops in Ottawa
on October 22, 2003. Second of two parts.

Heat, water and electricity, computer
systems, transportation arteries, IT systems and
telecommunications networks – these are the
lifeblood of a modern society. If any of these
critical infrastructure components are inter-
rupted for more than even a few hours, society
begins to grind to a halt.

Business continuity planning, or BCP, is one
strategy that helps protect your municipality’s
critical infrastructure in the face of an emergency.

Why Plan At All?
Business continuity planning is important for
one reason – during an emergency, time
becomes all-important. Any organization can
recover successfully from an emergency given
an unlimited amount of time to plan, organize
itself, and act. In many cases, however, each
minute of downtime has far-reaching costs 
in human suffering, economic consequences
and loss of public trust. For businesses in the
throes of a disaster, there is a time after which
the organization may never recover.

There’s a saying in our industry, attributed
to an unknown programmer: “Nine women
can’t make a baby in a month.” This means that,
sometimes, recovery activities are sequential
and can’t be rushed. Once an event has
occurred, even the collective attention of the
entire organization may not be enough to

Business Continuity
Planning Is Critical
to Management
of Emergencies

By Hugh Ellis
Cinnabar Networks Inc.
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To be effective, the planning team will need senior
management support in the form of formal policy state-
ments requiring BCP, funding and time to create the
plans, as well as “air time” at management meetings to
indicate to other managers that BCP is a priority.

Business Impact Analysis
If recovery time is the ultimate focus, it makes sense that
planning begins by identifying the most time-critical sys-
tems and applications. Which are the business
processes that would most urgently require recovery in
a disaster?  How long can each service be down before
its users incur serious damage?  The answers will emerge
in the business impact analysis (BIA) as a set of recovery
time objectives.

The business impact analysis is the foundation of any
BCP. It identifies the
municipality’s major
systems and applica-
tions along with their
interdependencies.
The impact of loss on
each of these critical functions is identified, evaluated,
and categorized according to the recovery priorities.

The BIA will identify the consequences of the inter-
ruption in terms of financial loss, additional expense,
loss of customer confidence and the maximum period
of interruption that the municipality can tolerate.

The major objectives of the municipality’s BIA are to:

1. Identify and prioritize critical functions 

2. Determine individual elements that comprise each
critical function

3. Identify interdependencies for each critical function

4. Establish recovery time objectives

5. Validate findings.

A BIA is valuable for many uses beyond BCP planning.
It is also useful input for security reviews, such as threat
and risk assessments, and can be very helpful toward
other activities such as business process re-engineering
or input for the creation of new applications.

Finally, a BIA can be used by IT staff as a communica-
tions tool to provide senior management with insight
into the organization’s critical processes, which will 
help obtain their buy-in for succeeding stages of the
BCP process.

Developing the Business Continuity and
Disaster Recovery Plans
Having completed its BIA, the organization now knows
which critical functions are the highest priorities for
recovery.

The next step is to define contingency strategies that
collectively protect each critical function.

The approach taken to develop contingency strategies
will depend on many factors, including:

• Recovery time objectives

• Size and complexity of supporting infrastructure 

• Existing recovery strategies

• Degree of assistance from partner organizations 

• Financial considerations.

Strategies are chosen using a scenario-based risk
management process that starts by weighing the likeli-
hood and impact of adverse events. Safeguards are 
chosen considering their cost and the degree to which
they reduce the risks.

Contingency strate-
gies could range from
alternate manual
processes for business-
critical functions to a
complete duplication

of all IT and business resources at an alternate site 
(hot site).

When choosing strategies, it is important to plan for
the event, not for the cause. Regardless of what may
have caused the disruption to normal operations (such
as an ice storm or a power grid failure), the effect is likely
to be very similar (inaccessible facility or unavailable
resources).

The plan should be developed in sufficient detail to
provide guidance during an emergency situation, help
to ensure personal safety, minimize impact, and effectively
continue critical functions toward complete restoration.
The level of detail required will greatly depend on the
training and experience of those responsible for executing
the plan.

The municipality’s plan should take into consideration
the possible involvement of external partners and agen-
cies, depending on the magnitude of the event. The
planners should ensure that they provide liaison with
first responders as well as their peers in other municipal-
ities and levels of government.

The illustration on page 34 shows business continuity
planning at various stages of its life cycle. BCP is a
process that requires continuous refinements over the
lives of the related systems.

Preparation

At the preparation stage, this advice is timely: “Time
spent on preparation is seldom wasted.”(So is this corollary,

The business impact analysis
is the foundation of any BCP
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courtesy of the Canadian military:
“Time wasted on preparation is time
you don’t have for lunch.”)

With this in mind, remember that
once the plans have been created, a cru-
cial distinction will appear: activities
that need to have taken place before
the incident (including establishing
alternate sites, purchasing or allocating
recovery equipment, performing back-
ups, and conducting training) and
activities that are to take place during
the incident.

Following the development of the
plan, the immediate emphasis must
clearly be on the preparatory steps.
Without this, recovery efforts will fail.

Regardless of the specific contin-
gency measures identified in the plans,
certain elements should be common to
all BCP plans:

• Identifying emergency-response team members
and their roles and responsibilities

• Providing for communications during the emer-
gency 

• Training, including exercising the plan.

Emergency-Response Team – In an emergency,
faced with limited time and hindered by loss of infra-
structure and many normal forms of communications,
it is too late to build effective teams and alternate
management structures. The emergency-response
teams – their roles, responsibilities and immediate
actions – need to be established well in advance.

Providing for Communications during the
Emergency – Effective communication is critical in
times of an emergency. Poor communications can cripple
an organization’s recovery efforts and, at a minimum,
delay recovery.

The municipality should predetermine various methods
to communicate to their employees, contractors and
suppliers as well as to the public at large. These meth-
ods may include the use of cell phones and other wire-
less devices for internal use, and radio, television and pos-
sibly print media for external communications. Public
communications should be released through an appro-
priately trained and briefed designated representative.

Training – Training staff in the particulars of the BCP
will improve reaction time and effective decision making
in a potential crisis situation, ultimately providing
greater assurance for personal safety and minimizing
the impact of the event.

It is widely accepted that you do not truly have a
complete BCP until it has been exercised. The exercise
will make staff familiar with the plan specifics as well as
point out any deficiencies that need to be addressed.

The various incremental methods of exercising the
plans include: a structured tabletop exercise, a simulation
involving only a particular critical business function, and
a facility- or municipality-wide simulation.

Consult the Experts
Does this sound onerous?  It doesn’t have to be. Some
organizations choose to outsource their BCP/DRP plan-
ning. The best approach for your municipality might
be to engage a qualified BCP analyst to facilitate your
efforts to build a plan – then have your team develop
the majority of the plan. Specialists have experience, a
well-designed methodology and a set of industry stan-
dard templates that can be modified to lighten the
workload required to build your plan.

BCP is a significant part of a critical infrastructure
protection program and should be considered part of
the due diligence performed by municipalities as the
custodians of Canada’s critical infrastructure.

Hugh Ellis is President of Cinnabar Networks Inc., an 
associate member of MISA Ontario. He can be reached at
hellis@cinnabar.ca. Jamie Steinburgh and Randall Bregg
contributed to this article. Both are Disaster Recovery
Institute certified associate business-continuity-planning
specialists. n
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The economic and social health
of rural communities is threatened
because they cannot get access to
broadband connectivity, a group 
of community-based networks in
east-central Ontario says.

In a letter to politicians asking for
support, the eight organizations col-
lectively called the Central Ontario
Smart Region say that lack of broad-
band services is putting their region
at risk of losing businesses and
young people, and that government
programs intended to help deliver
broadband services are not effective
in their circumstances.

“Broadband connectivity has
become a necessary piece of basic
infrastructure, as essential as roads,

bridges, telephone and electricity,”
says the letter, sent in January to 26
federal, provincial and municipal
politicians.

“It is therefore crucial that there
be uninterrupted geographical 
coverage across the province, with
no gaps. Broadband must be pre-
sent for the continued economic
and social development of our 
communities.”

The letter was signed by Joan
Bongard, director of the HQnet
Community Broadband Network 
in the Hastings-Quinte region.

In a notice posted in the members’
forum on the Web site of Regional
Networks For Ontario, an allied asso-
ciation of MISA Ontario, Bongard

said,“Our main concern is that pro-
gram criteria for the funding and
development of broadband infra-
structure may not reflect our local
challenges.”

The letter explains that some
programs require that network pro-
jects be partially funded by private-
sector partners,“in areas where the
largest potential private partner
might be the local hardware store.”

Lack of broadband connectivity
makes many government and
health services unavailable in their
sparsely populated region, the 
organizations say.

The letter asks for support 
to ensure the continuation of
broadband funding.

MUNICIPAL NEWS ROUNDUP

Communities Appeal for Broadband Aid

Toronto Names
New IT Director

The City of Toronto has announced
the appointment of John Davies as
executive director of information
technology within the Corporate
Services department.

Davies, with 19 years of experience
in information and technology man-
agement,“has proven capabilities in
handling the computer infrastructure
for private-sector companies as well
as a municipal service organization,”
Joan Anderton, commissioner of
Corporate Services, said in a release.

Davies was formerly CIO at the
Toronto Transit Commission. He 
has an MBA in finance and an MA 
in urban geography/planning from
McMaster University.

MISA Members Prominent
at Geotechnology Event
MISA member representatives
who are IT experts will be featured
presenters at the 2004 GeoTec Event
– an international geotechnology
conference in Toronto and the largest
spatial technology event in Canada.

The program track “Municipal
Technology Issues and Solutions” will
include sessions led by representa-
tives of both municipal and associate
members of MISA.

Presentations at the event, to be
held March 28-31 at the Metro Toronto
Convention Centre, will include:

• Web portals: Karen Lauritsen,
City of Grande Prairie; Jury Konga,
Town of Richmond Hill;

• GIS in e-government: Tim Hu,

Teranet Inc.; Bill Joyce, Town of
Richmond Hill;

• Effective GIS implementation:
Jeff Ham, Chatham-Kent;
Mike Hausser, City of Kitchener;

• Infrastructure management:
John Murray, City of Hamilton;

• The policy conundrum: Lou
Milrad, MISA Ontario counsel;

• Making partnerships work: Nancy
Prout, Regional Municipality of
York; Garry McGonigal, Regional
Networks For Ontario.

The GeoTec Event is produced by
GeoTec Media, publisher of GeoWorld
Magazine. Conference details can be
found at www.GeoPlace.com/gt.
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IT departments across Canada
are coming under strain because of
the speed at which new viruses are
being developed, the federal safety
department reports.

“While some of the variants are
spreading more quickly than others,
all variants are spreading exception-
ally fast,” Public Safety and Emer-
gency Preparedness Canada (PSEPC,
formerly OCIPEP) reported in its
daily e-mail briefing March 4.

“Anti-virus software must be
updated much more frequently (at

least once an hour is recommended)
to ensure that the new viruses can
be detected,” the notice said.

PSEPC also recommended that
departments implement attachment
blocking, particularly of zip files.

The severity of the problem was
reflected in an e-mail broadcast
January 26 by Michel Labelle of
Coquitlam, BC: “The City of
Coquitlam has seen a 1,000-fold
increase in e-mail virus activity in
the last two hours.”
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Virus Variants Increasing
in Frequency, Ottawa Says

Municipalities
Given Guidance
for Flu Outbreak
Health Canada has prepared a
plan outlining the roles and respon-
sibilities of municipalities in the
event of a flu pandemic.

The Canadian Pandemic Flu Plan
is available at http://www.hc-sc.gc.ca/
pphb-dgspsp/cpip-pclcpi/. It includes
sections on preparedness, response
and recovery.

The City of Ottawa has also
announced that it is preparing a plan
for the city in case of a pandemic flu
outbreak. Source: PSEPC.
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Internet voting can increase
voter turnout, results of an experi-
ment in Markham, Ontario, indicate.

The Town of Markham tested
Web-based voting in the municipal
election of November 10, 2003.
More than 11,700 of its 158,000 
eligible voters registered online 
to vote in advance.

A study of the voting by Delvinia
Interactive Inc. found that this was 
a 300-per-cent increase over the
number of ballots cast at advance
polls in the election of 2000.

Markham Mayor Don Cousens
said in a release,“E-government is
the way of the future and the 2003
Internet voting project is a stepping
stone for future elections to
increase voter participation.”

Delvinia’s report said 100 per
cent of the online voters surveyed
said they are likely to vote by
Internet in a future election and 
25 per cent of those voters had 
not voted in the last election.
The report can be downloaded 
at www.delvinia.com/egov.

Adam Froman, president of
Delvinia Interactive, said,“By focusing
communication and voter education
efforts on the accessibly and conve-
nience benefits of Internet voting,
voter turnout can be improved 
significantly.”

The study was funded partly by
CANARIE Inc. The voting technology
was provided by Election Systems &
Software Inc. of Omaha, Nebraska.
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Sault Ste. Marie to Offer Internet Service via Power Grid

Municipal 
Experiences
Highlighted
at Linux Show

Voters Like Internet,
Markham Study Finds

Sault Ste. Marie, Ontario, is set
to become the first municipality in
Canada to offer residential high-
speed Internet service through the
power grid.

Local energy supplier PUC Inc.
hopes other hydro utilities will 
follow its lead and give cable and
telephone companies a jolt of 
competition.

“We really want to see this take off,”
says Martin Wyant, general manager
of PUC Telecom Inc., the telecommu-
nications subsidiary of PUC.

“Our service can reach into areas
that others don't, because the power
network is the most pervasive on the
planet.”

Broadband power line technology
makes it possible for data to piggy-

back on the existing power infra-
structure. Every building has the
potential to access the Internet and
other data services through medium-
voltage power lines.

PUC will launch a market trial 
of the service this spring and will
broadly deploy it by the end of 2004,
Wyant said.
Source: Toronto Star

Windsor-Essex County Launches New Portal
Windsor-Essex County launched
a community portal February 10,
which Mayor Eddie Francis said will
enhance the competitiveness of the
southwestern Ontario community.

The Connecting Windsor-Essex
portal, www.windsor-essex.info, is
part of the Government of Ontario’s
Connect Ontario Smart Community
initiative. It provides one-window
access to resources and services.

Municipal experiences with
desktop implementations based
on the Linux operating system will
be highlighted at a conference in
Toronto in April.

Real World Linux 2004 will 
be held at the Metro Toronto
Convention Centre, April 13-15.
Organizers say the conference, in
its second year, will feature 20,000
square feet of exhibit space and is
expected to draw 2,500 delegates.

A government-specific track of
seminars will include presentations
by: Dan Ryan, manager of infra-
structure and desktop management
with the City of Calgary; Randell
Clarke, IT configuration specialist
with the Children’s Services
Division of the City of Toronto,
and Venkat Sankaran, CIO of the
City of Bloomington, Illinois.

Government IT professionals
will receive 25 per cent off confer-
ence fees. For more information,
visit www.realworldlinux.com.



38

MUNICIPAL Interface

The previous column in this series highlighted
some of the difficulties associated with relying on pass-
words, even so-called “strong passwords,” as an authenti-
cation technique. Because of these issues, I expect to
see widespread implementation of two- or three-factor
authentication for corporate networks within the next
year or two.

For those not familiar with this terminology, multi-
factor authentication is based on a combination of two,
or all three, of the following:

• Something the user knows

• Something the user has

• Something the user is.

Passwords provide the classic form of single-factor
authentication, based only on something that you know
(user ID and password). A house key or swipe card can
provide another form of authentication, this time based
on something that you have.

A common example of using two-factor authentication
is the bank’s automated teller machine. This requires
something that you have (bank card) and something
that you know (PIN). Neither the card nor the PIN 
by itself is sufficient to gain access to your account 
(fortunately).

Password Generating Tokens

A technology for two-factor authentication that has
been in fairly widespread use for some time involves key
chain or credit-card sized devices that generate a new
code on their LCD screens at regular intervals (for example,
every 45 seconds). The advantage of this technology is
that it doesn’t require any additional hardware to connect
the device to the computer. Instead, the user must enter
the code that appears on the card. This code is generated
by, and can be validated using, a secure algorithm,
which incorporates the user’s unique user ID and the
current time.

By themselves, such cards or tokens provide only single-
factor authentication, based on something that you
have – the card or token. They are typically used in com-

bination with a password-based login process, however,
which provides the second factor.

Costs (up to $75.00 for each user) have been a concern
with this type of authentication. A recent article on
implementation of this technology at the Aspen View
School District in Alberta indicates that costs may be
coming down (one example cites $25.00 per user), as
more vendors enter the market.

Smart Cards or Tokens
Another type of authentication, based on something
that you have, involves the use of smart cards or tokens.
In this case, the authenticating information is stored on
the device, generally in encrypted form, and read directly
into your computer.

Smart cards or tokens are, in some ways, more conve-
nient than password generating tokens. In the past, the
major disadvantage was the requirement for smart card
readers on each computer. Now, with the availability of
tokens based on flash-memory technology that can be
plugged directly into a USB port, these tokens can be
expected to be the most widely used form of physical
authentication.

Biometrics
The third authentication factor involves some form of
biometric authentication (including voice print, retinal
or iris scan, finger or thumb print, and hand or facial
recognition).

Biometric authentication is considered the most
expensive and complex option, with significant risk of
false rejects. Nevertheless, it may also offer the highest
degree of assurance. Biometric authentication can be
used as a single factor or in combination with either or
both other factors.

With biometric technology becoming more readily
available (such as thumbprint recognition with flash
memory drives), this technology can also be expected to
be more widely used in situations where an additional
level of assurance is required.

rwiseman@region.peel.on.ca n
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The Problem With Passwords (2)
By Roy Wiseman
Director, Information Technology Services
Regional Municipality of Peel, Ontario



39

MUNICIPAL Interface MARCH 2004

National & Chapter Executives

Ontario
PRESIDENT  Kathryn Bulko, City of Toronto

416-397-9921 (fax 696-3634) kbulko@toronto.ca

VICE PRESIDENT  Harry Turnbull, City of Windsor

519-256-9500 (fax 256-3100) hturnbull@city.windsor.on.ca

PAST PRESIDENT  Jim de Hoop, City of Kingston

613-546-4291 (fax 546-4051) jdehoop@city.kingston.on.ca

TREASURER  David Laneville, City of Timmins

705-360-1375 (fax 360-1390) davidl@city.timmins.on.ca

SECRETARY  Karl Drysdale, City of London

519-661-4945 (fax 661-5985) kdrysdale@london.ca

ASSOCIATE MEMBERS REPRESENTATIVES

Mark Lehmann, Hewlett-Packard (Canada) Ltd.

905-206-3419 (fax 206-3328) mark.lehmann@hp.com

Ruth Gastle, Microsoft Canada

905-363-8645 (fax 568-1527) ruthgast@microsoft.com

REGIONAL NETWORKS FOR ONTARIO REPRESENTATIVE

Garry McGonigal

519-979-8162 (fax 735-1245) RNOadmin@RNO.on.ca

EX OFFICIO

Jean McNulty, Ontario Management Board Secretariat

416-326-3268, jean.mcnulty@mbs.gov.on.ca

2004 MISA CONFERENCE

Bernadette Searle, Regional Municipality of York

905-830-4444 x 1756, misa2004@region.york.on.ca

Regional Directors

NORTHERN  Scott Bradford, City of North Bay

705-474-0626, x 225 (fax 474-0783) scott@mail.city.north-bay.on.ca

WESTERN  Ralph Blauel, Region of Halton

905-825-6000, x 7997 (fax 825-6057) blauelr@region.halton.on.ca

EASTERN  David Johnston, City of Ottawa

613-580-2424 (fax 560-1201) david.johnston@ottawa.ca

AT LARGE 

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@saintjohn.ca

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

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

NEWSLETTER  David Hennigan,The Capital Regional District

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

MEMBERSHIP  Steven Garner, District of Central Saanich

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

VENDOR REP  Tia Young, GoldTech

604-435-1250 Ext. 412 tyoung@goldtech.com

WEB SITE  Doug Rasmussen, City of Kelowna

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

PAST PRESIDENT  Frank Mayhood, City of Kamloops

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



Managing
for Results

D I R E C T  I T

Direct IT Canada Inc.

906 - 550 Queen's Quay West
Toronto, Ontario 
M5V 3M8
Canada

Tel: (905) 338-0286
Toll Free: 1 866 821-3643  
Fax: (905) 338-0107 
E-mail: sales@directitcanada.com
www.directitcanada.com

Direct IT Canada Inc., a publicly traded company (TSX Venture - Symbol: DCT) based in Toronto, Ontario,
Canada develops, markets, implements and supports a family of enterprise wide software applications for
Local Governments and Utility Organizations that improve service delivery, though better execution and
operations management.


