
‘The best way
to predict
the future is
to invent it’

Inventing the future of 
MISA at the Ontario annual

conference and Lac Carling

MUNICIPAL

S E P T E M B E R  2 0 0 4 ,  V O L .  1 1 , N O  4

Interface
National Journal of the Municipal Information Systems Association

Also in this Issue
Human Resources and IT

Balancing supply and demand of staff 25

Chatham-Kent’s CK TRAAX system 29

What if something goes wrong? 32
Delegates to the MISA Ontario annual conference use 
electronic voting to show their service priorities

Municipal delegates at the Lac Carling 
conference discuss how to build MISA Canada

                                              





3

MUNICIPAL Interface SEPTEMBER 2004

Journal of the Municipal Information Systems Association

Suite 910, 2680 Skymark Avenue,
Mississauga, ON L4W 5L6

Phone: 905-602-4564 Fax: 905-602-4295

www.misa.on.ca
www.misa.bc.ca

Journal Production
Chair, Communications Committee:
Kathryn Bulko (Toronto) 416-397-9921

Co-Editors:
Lawrence Moule 416-458-4410;
Jane Morgan 416-488-4961

Design: Natalie Coombs

Printer: Select Printing, Toronto

Advertising Rates
$1,350 pre-printed insert

$1,200 back page

$900 inside front

$600 1 page

$400 1/2 page

$250 quarter page

$150 business card

Articles are subject to approval by the Communications Committee.
The views expressed in this journal are those of the individual writers
and do not necessarily reflect those of the Municipal Information
Systems Association.

No part of the publication may be reproduced by anyone without prior
written permission from MISA.

© 2004 Municipal Information Systems Association

Page
Bell Canada 24

CGI 6

Cinnabar Networks 38

Diamond Software 33

Direct IT Canada 44

ESRI Canada 19

Hansen Canada 21

MISA BC conference 9

Oce-Canada 33

Packet Works 30

Panasonic Canada 14

Showcase Ontario 36

Softchoice 41

Teranet Enterprises 2

triOS Training Centres 28

Vadim Software 15

Advertisers Index News
MISA news across Canada 5
MISA Ontario associate members 2004 7
Municipal news 40

Columns
President’s column – Keeping In Touch 4
Roy Wiseman – Security Issues 42

Features
Lac Carling conference marks a step forward 10

eContact a developing tool to find services 11
BizPal project aims to end business ordeal 12
211 project expanding from Toronto 12
Study shows how businesses perceive services 13

MISA Ontario conference full of ideas on e-services 16
Delegates vote on MISA Ontario’s future 17
Conference sponsors and exhibitors 18
Longstanding members receive awards 20

Managing supply and demand of IT staff 25
Chatham-Kent’s CK TRAAX system 29
IT project teams need to take risks 32
Greater Sudbury’s portal for the future 34
Knowledge management, the next wave 37

Table of Contents

MUNICIPAL

Interface

                     



KEEPING IN TOUCH

Enjoying the Courtship
By Peter Bennett
President, MISA Prairie
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Time flies when you’re having fun – or you’re
very busy. And this has been a very busy spring and
summer. Since I last wrote this column, I’ve had the 
honour of becoming the first municipal co-chair of the
Lac Carling conference, held this last May.

For those of you unfamiliar with Lac Carling, it is an
annual event held at le Manoir Saint-Sauveur, a resort 
in the Laurentians of Quebec, just north of Montreal.
It was originally held at Lac Carling, also a resort in the
Laurentians, and the name stuck, even though the 
location changed.

Lac Carling 2004 was the eighth event in the Lac
Carling series, which brings together senior electronic
service delivery (ESD) practitioners from all three levels
of government in Canada together with private-sector
companies who are or wish to be partners in the delivery
of ESD solutions. All of the events focus upon advancing
the electronic delivery of government services in Canada.

When I agreed to be co-chair of Lac Carling 2004, I
knew it was time for municipal governments to become
more involved. While municipalities had participated
faithfully since the creation of the event, our voice needed
to be better heard.

Record Municipal Attendance

I started with the second Lac Carling in 1998 – when it
was actually at Lac Carling!  Then, there were only eight
municipalities represented. Compare that with this year,
when a record 27 municipal delegates attended. In this
year’s program, we made a conscious effort to reflect the
importance of municipal governments in transforming
service delivery.

Not only were municipalities well represented, but
we were also prominent in the program. City Councillor
Jae Eadie from Winnipeg was chair of the Political
Leaders panel, and two other city councillors, Peter
Hume of the City of Ottawa and Len Goucher of Halifax
Regional Municipality, sat on the panel.

Vancouver Mayor Larry Campbell was the keynote
speaker in the featured Monday night spot – the first

time a city mayor delivered the keynote address. Other
cities also participated in the plenary sessions and in the
concurrent sessions.

Putting on a conference of this calibre is a team
effort. I would like to thank my municipal co-members
of the conference Steering Committee for their contri-
butions: Kathy Yung, City of New Westminster, BC, and
Stephen Wong, City of Toronto.

During Lac Carling, multi-jurisdictional projects were
humourously described by being compared to personal
relationships. Some government partners were just dating,
while others were getting more serious in the relationship.
Similarly, I’d describe municipalities as being nothing
more than casual friends with other levels of govern-
ment when Lac Carling first started. But, based on the
attention at this year’s conference, I would say that now
we’re being courted!

Collaborative Project
I have also been busy with a multi-level project called
eContact – a collaborative inter-jurisdictional IT project
delivering a national, Web-based application designed
to improve access to government services across all
delivery channels.

The City of Winnipeg is participating in a pilot with
both the Province of Manitoba and the federal govern-
ment to test the eContact application. It’s exciting to 
be involved at the ground level of this pilot, which
involves populating the database and then testing the
application in a number of call centres at all levels of
government.

As a final note, I look forward to meeting many MISA
members at the MISA BC Fall 2004 Conference, to be
held September 14-17 at the Westin Resort & Spa in
Whistler, BC.

The theme of the 2004 Conference is “Climb Your
Own Mountain.” More information is available at
www.misa.bc.ca/events/conference/view.cfm. See 
you there!

pbennett@winnipeg.ca n
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By Victor Morcom, City of Abbotsford
and Robert Surtees, Resort
Municipality of Whistler

This year’s MISA BC Fall
Conference, with the theme of
“Climb Your Own Mountain,” is 
at the Westin Resort and Spa in
Whistler, September 14 through 17.

Whistler, a two-hour drive from
Vancouver, lies nestled in the
Coastal Mountains. It is a retreat
that attracts all ages, whether for
championship golf, world-class 
skiing and mountain biking, or the
many world-renowned hotels and
restaurants.

As you make your way to Whistler,
you have the opportunity to savour
the scenic vistas along the Sea-to-Sky
Highway (Highway 99). The highway
winds its way gently along the tran-
quil waters of Howe Sound from
Horseshoe Bay to Squamish before
ascending into the Coastal Mountains.

MISA BC’s 10th anniversary con-
ference begins on Tuesday afternoon
with the Bell MISA Open golf tour-
nament on the Arnold-Palmer-
designed Whistler Golf Club, followed
in the evening by a reception at the
Westin.

The conference officially kicks off
Wednesday morning with motiva-
tional speaker Dave Rodney, who
will relate the challenges he faced
during his Everest climbs to the chal-
lenges we face in our daily work.

The remainder of the morning is
dedicated to interaction among the
municipal delegates. Organized
into three groups according to

municipality size, delegates will
explore common problems, solutions
and ideas in an open discussion.
This forum began at last year’s
Prince George conference and
proved extremely popular and
worthwhile for all participants.

The Trade Show opens after
lunch, and the rest of the afternoon
is devoted to the Municipal
Showcase presentations. Presenting
this year are the District of North
Vancouver, City of Surrey, City of
Abbotsford, City of Nanaimo and
the City of North Vancouver, as well
as a combined presentation from
the cities of Sidney, Central Saanich
and North Saanich.

The working sessions occur all
day Thursday and Friday morning,
with presentations running in three
parallel tracks.

The program covers a wide
range of topics including:

• Integrated POS, VOIP experiences
– what works, what doesn’t

• Road warrior experiences – a
wireless roundtable with Bell,
TELUS and Rogers

• What’s new in content 
management

• WiFi hotspots

• Point-to-point wireless networking

• Security issues 

• 311 and call centres

• Business continuity planning

• Web topics

• IT management topics – balanced
scorecard, performance reporting
for the Community Charter and
an introduction to ITIL.

Thursday evening is the confer-
ence banquet, sponsored by TELUS
and held outdoors on the Westin
patio, with Whistler and Blackcomb
mountains as the backdrop.

The banquet is followed by the
return of the MISA BC band, Les
Misa-Rabbles. (The band, preparing
for its one-stop world tour, promises
to deliver the best classic-rock
dance party this side of Cleveland!)

At the completion of the Friday
morning sessions, delegates will
ride the gondola to the top of
Whistler for lunch at the Roundhouse
Restaurant, courtesy of Microsoft.

Lunch will be followed by the
MISA business meeting and confer-
ence closing session, before dele-
gates ride the gondola back to
Whistler Village.

This is one business meeting that
you won’t want to miss!
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MISA BC Fall Conference Offers Value
For All Sizes of Municipalities

MISA Prairie
Members to Meet
at Whistler Event
Representatives from the

MISA Prairie Chapter will meet 
to discuss organizational issues
during the MISA BC conference,
President Peter Bennett of
Winnipeg reports.

The chapter now has 19 munic-
ipal members:“a great start in
forming an active organization,”
Bennett says.
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MISA NEWS ACROSS CANADA

MISA Ontario Associate Members – 2004
We are grateful for the support and participation of the following 76 associate members:

Acer America Corporation

Applied Geologics Inc.

ASAP Software

Bell Canada 

CDI Education Corp.

CGI Group Inc.

CSDS Systems Inc.

Chartwell Inc.

Chryxus Corp.

Cinnabar Networks Inc.

Cogsdale Corporation

CommVault Systems 
Canada Inc.

Compugen Inc.

Computer Associates 
Canada Ltd.

Concept Interactive Inc.

Dell Computer Corporation

Deloitte & Touche LLP

DesTech Consulting Services Inc.

Diamond Software Inc.

DirectIT Canada Inc.

Empowered Networks Inc.

ESRI Canada

eSolutions Group, Conestoga-
Rovers & Associates Ltd.

First Base Solutions

Gartner Canada Co.

Getronics Canada Inc.

Global DL

HR Technologies Inc.

Hansen Canada 

Hewlett-Packard (Canada) Ltd.

Hummingbird Ltd.

IBM Canada Ltd.

IMEX Systems Inc.

Infinity Technologies Inc.

Intergraph Mapping &
Geospatial Solutions 

iPLANcorp

IT World Canada Inc.

Jackson Begg Ltd.

Kalware Microsystems Inc.

Keating Technologies Inc.

KHEOPS Technologies

Kingston Technology

Kronos Inc.

Kyocera Mita Canada Ltd.

Litco Systems Inc.

MERAK Systems Corporation  

Marmak Information
Technologies

Microsoft Canada Co.

NexInnovations 

Novell Canada Ltd.

Oce-Canada Inc.

Octanewave Software Inc.

Orion Technology Inc.

PSTG Consulting Inc.

Packet Works 

Panasonic Canada Inc.

Parksmart Inc.

Pen Systems 97 Inc.

Pink Elephant

Prior + Prior Associates Ltd.

Q9 Networks Inc.

Rogers AT&T Wireless

SRB International Inc.

SaltSpring Software Inc.

Sensible Security Solutions Inc.

StarGarden Software

Solution Q Inc.

Team Cain 

TELUS Communications

Teranet Enterprises Inc.

Toshiba of Canada Ltd.,
Information Systems Group

triOS Training Centres Ltd.

UNIS LUMIN Inc.

Unisys Canada Inc.

Vadim Software

Veritas Canada Software Inc.

MISA Disappointed as Ontario Programs End
The Ontario Chapter of MISA
has expressed disappointment that
the Ontario government has ceased
providing new funds for two pro-
grams designed to assist smaller
communities to acquire Web and
high-speed broadband services.

The Ministry of Economic
Development and Trade notified
several project teams in July that it
will no longer provide funds for any
new initiatives under the Connect
Ontario: Broadband Regional Access
Program (COBRA), or the Connect

Ontario: Partnering for Smart
Communities (COPSC) program, for-
merly known as Connect Ontario.

COBRA was announced in
February 2003 to assist rural com-
munities to implement broadband
networks. Only three projects have
recieved funds.

COPSC has supported 11 projects
since 2001 to implement high-speed
Internet services and portal projects
in under-serviced areas.

The MISA Ontario Executive noted
that, although contracts for existing

projects will be honoured, lack of
new provincial funds may affect the
economic future of other communi-
ties that do not have the means to
gain broadband services.

MISA hopes that funds can even-
tually be reinstated, since broadband
access is an economic necessity. In
association with Regional Networks
of Ontario, MISA will continue to
work to find mechanisms by which
all communities can achieve broad-
band implementation.
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IT security leaders representing
all three levels of government will
provide an unprecedented learning
opportunity for municipal delegates
at the second annual MISA IT
Security Conference in Ottawa on
October 21-22.

The program, prepared by the
City of Ottawa for presentation at
Ottawa City Hall, will include sessions
led by senior officials of Public
Safety and Emergency Preparedness
Canada, the National Security
Committee and the Government of
Ontario's Information Protection
Centre.

There will also be presentations
by two IT security specialists from
the RCMP. Dave Black’s topic will be,
“Social engineering – could it happen
to you?”, and Daniel Marcotte will
speak on,“Security training – what
works and how much.”

Conference organizer David
Kelly, a member of the City of
Ottawa’s IM/IT Security Services
department, says,“I think that’s one
of the most exciting things this year:
we’re finally seeing a strong spirit of
cooperation among the three levels
of government, and a shared recog-
nition that we are mutually interde-
pendent – and need to support one
another in our IT security efforts.”

Under the theme of  “The Threats
From Within,” the conference will
feature a variety of strategic and
technical sessions, building on the
successful first conference held in
the fall of 2003. It will include intro-
ductory material for smaller munici-

palities and those recently starting
to address IT security challenges.

Municipal presenters will include
conference chair Fraser Hirsch of the
City of Ottawa, Dave Tyson of the
City of Vancouver, Henry Psenicka 
of the Town of Milton, Ontario, and
Bob Nanke of the City of Calgary.
Rounding out the program will be
sessions by technical experts and
consultants from the private sector.

Kelly says that the closing session
of the second day, which has the
working title of “Pulling the Pieces
Together to Manage the Threats from
Within,” will reflect strengthening
lines of communication among 
government levels.

As reported by columnist Roy
Wiseman on page 42 of this issue,
the Province of Ontario Corporate
Security Branch has begun a dia-
logue with security specialists from
larger municipalities with an eye to
sharing resources and information
on IT security issues. That dialogue
will continue in Ottawa.

For registration and detailed 
conference information, please visit
www.goldenplanners.ca/misa/2004
eng/index.html.

The security conference wll take
place immediately after GTECWeek,
which will be held October 18-20 
at the Ottawa Congress Centre.
Accommodation appropriate for
both conferences is listed on the
site above.

Conference organizers are seeking
a municipality interested to be host
for a third conference in 2005.

SEPTEMBER 2004
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IT Security Conference
To Attract Top Officials People &

Appointments
We regret to report that David
Hallam, long-time treasurer of the
Town of Grimsby, Ontario, and well
known in the MISA community,
passed away June 24. He served
Grimsby for 27 years. Mr. Hallam
is succeeded by Adam Thacker.

Ray Audet, who has a long history
with MISA Ontario and was an
organizer in its formative years,
retired April 30 as manager of
information systems at the City 
of St. Catherines. He now resides
in Niagara Falls after serving 
St. Catherines since 1975. His 
successor is Kathie Briggs.

Municipal Data 
To Be Updated 
on MISA Sites
Data on IT services provided by
municipalities, and products in use,
will be updated in the near future 
on the Web sites of MISA’s BC and
Ontario chapters.

The BC chapter will be updating
its data as part of this year’s planned
reorganization of its Web site,
www.misa.bc.ca, Webmaster Doug
Rasmussen of Kelowna reports.

The Ontario chapter will be sending
out questionnaires soon to munici-
palities to update information for its
Technology Directory, which can be
downloaded by members from
www.misa.on.ca.
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This year’s conference opens with keynote speaker Dave Rodney, one of only a handful to
have conquered Mount Everest, not once, but twice! Dave will help us realize our potential in
keeping with the theme of this year’s conference – “Climb Your Own Mountain”. 

If golfing is your thing, you will have the opportunity to swing those clubs on Tuesday; use some
of your free time on Wednesday to explore Whistler; savor the Westin’s cuisine on Thursday at 
the banquet and take in the sounds of our very own band, “Les MISArables”; take a trip up
Whistler Mountain and enjoy the breathtaking scenery on Friday. But beyond the networking 
we will have the opportunity to delve into timely topics and technologies including: 

• GIS
• Integrated POS 
• Security
• Content Management
• Web 
• VoIP
• Wireless 
• Performance Reporting C
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By Lawrence Moule
Co-editor, Municipal Interface

Suddenly, the Lac Carling conference matters
to municipalities.

It is now clear that e-government strategies and pro-
jects initiated at Lac Carling, or discussed there, will have
an impact on municipal service delivery in future. The
conference will also create opportunities for municipalities
to influence how electronic services will be delivered on
a national scale.

This is new. The Lac Carling conference never mat-
tered much to municipalities before. Few municipal IT
professionals had attended the annual tri-level confer-
ence of electronic-service-delivery strategists during the
previous seven years.

But this year, for the first time, federal and provincial
delegates at the conference from May 16 through 18
made it clear that they now see municipalities as impor-
tant partners in the delivery of e-government services.

What’s more, MISA was acknowledged by the other
government levels as the emerging voice for municipalities
on issues related to e-government service delivery.

That’s why there is going to be a national MISA, and
why a target date has been set for it.

The Lac Carling conference was founded in 1997 by
IT World Canada and the federal and provincial govern-
ments as an invitation-only forum to bring together
senior practitioners in electronic service delivery (ESD) to
discuss how to work together. It has become an annual
milestone for progress in ESD, where reports are presented
on pilot projects and strategic developments, and plans
are made for the coming year.

In particular, delegates at Lac Carling are asked to help
determine the coming year’s priorities for the agendas
of the Public Sector CIO Council (PSCIOC) and the Public
Sector Service Delivery Council (PSSDC). Delegates also
help to determine research priorities for the Institute for
Citizen-Centred Service.

Municipal delegates had always been invited to Lac
Carling, but in small numbers. They felt they had little
influence, even after MISA was invited to join the PSCIOC
in 1999 at the instigation of Debbie Barrett, past president
of MISA Ontario.

This year, at the Manoir Saint-Sauveur, a half-hour
north of Montreal, municipal delegates found a different
picture. Not only were they pointedly included in dis-
cussions and reports, but they had many of the starring
roles at the conference.

For example, Vancouver Mayor Larry Campbell was
the keynote speaker in the featured Monday night spot.

SEPTEMBER 2004

Lac Carling Conference
A Step Forward for MISA
And Municipalities Peter Bennett addresses the

opening Lac Carling session.

Municipal delegates discussing MISA Canada are, from left: Roy Wiseman, Region of Peel; Dan
English, Halifax; Janine Elias Joukema, Region of Peel; Peter Bennett, Winnipeg; Stephen Wong,
Toronto; and Kathy Yung, New Westminster.

Delegates shown on page 1,
clockwise from lower left: Bill
Todd, Saint John; Per Kristensen,
Nanaimo; Chris Moore, Brampton;
Deborah Campbell, Cape Breton
Region; Ralph Blauel, Halton
Region; Donna Truesdale, New
Glasgow; Louis Shallal, York
Region; Daya Pillay, Halifax.
Also at the meeting: Georganne
Dupont, Airdrie; Kevin Peacock,
Saskatoon; Art Sawatzky,Brandon;
Lorne Seaton, London; and
Darren Young, Lethbridge.
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Councillor Jae Eadie of the City of Winnipeg was chair of
the Political Leaders Panel. Kathy Yung, manager of
information technology services for the City of New
Westminster, BC, and Stephen Wong, director, application
and professional services for the City of Toronto, served
on the conference steering committee. And Lac Carling
had its first municipal co-chair: Peter Bennett, manager
of information systems for the City of Winnipeg.

“The federal and provincial governments want to
start engaging municipalities because they realize that,
in a lot of jurisdictions, municipalities are the front end
of service delivery, where citizens meet the government
on a daily basis,” Bennett told Municipal Interface.

Municipalities are now involved in a variety of ESD
projects, which were the subject of reports at Lac Carling
2004, described here and on the following three pages.

This involvement will intensify in future. Delegates,
casting ballots using electronic keypads, collectively
voted to make “engaging municipalities” one of the high-
est-priority recommendations to pass on to the PSSDC-
PSCIOC in planning for next year. They also recommended
that inclusion of municipalities should be considered for
all inter-jurisdictional projects. Speakers consistently
referred to MISA as the municipal coordinating body.

National MISA
Municipal delegates quickly grasped what was happening
at Lac Carling. They convened an informal meeting at
breakfast on the third morning of the conference. The
subject was MISA Canada.

Creation of a national MISA has been the subject of
intermittent discussion since 2001. In April of this year,
Roy Wiseman of the Region of Peel and Louis Shallal,
then of the City of Hamilton and now with the Region of
York, circulated a discussion paper suggesting a series of
steps toward formation of the national body.

At Lac Carling, delegates from Western Canada advo-
cated a faster timetable than the one envisioned by
Wiseman and Shallal. The group agreed to set a goal of
announcing the creation of MISA Canada in the spring of
2006, at the MISA Ontario conference in Ottawa.

To pave the way, the group appointed an eight-member
committee of volunteers, two from each MISA chapter, to
prepare recommendations on the governance of MISA
Canada for consideration by the chapter executives. A
draft Statement of Principles and Governance is now 
circulating among the committee as the basis for devel-
oping those recommendations.

By the time of next year’s Lac Carling conference, MISA
will be more strongly positioned as the voice of municipal
IT professionals in Canada. n

SEPTEMBER 2004

Municipalities across Canada will have an
opportunity in a year or two to be part of a national
solution to the age-old problem of finding the right
government service.

The City of Winnipeg has been the centre of devel-
opment for a Web-based tool called eContact. It is
designed to improve citizens’ ability to locate government
services easily, across all channels and jurisdictions.

eContact has two major components: a database
that integrates information across jurisdictions, and a
Web user interface that enables citizens to ask questions
in familiar language, rather than government terminology
that is specific to a program or service.

The project is sponsored by the Public Sector CIO
Council and the Public Sector Service Delivery Council.
A proof of concept was launched in Winnipeg in
October 2002, and now a prototype is being developed
for pilot implementation.

Why is eContact needed?  Peter Bennett, manager of
information systems at the City of Winnipeg, told a Lac
Carling conference session that research by the Institute
for Citizen-Centred Service has found that, since 1998,
93 per cent of citizens continue to have difficulty finding
the government service they are seeking.

About 30 per cent of citizen queries are redirected
across multiple jurisdictions and requirements. This is
costly to all governments, Bennett said.

“And certainly this redirection causes frustration
among citizens and a reduced satisfaction with service
delivery.”

Besides Winnipeg, the lead jurisdictional participants
in the eContact project are the City of Whitehorse,
Yukon Territory, the provinces of Manitoba, Ontario and
New Brunswick, and the Government of Canada.

The intent of eContact is to have the search-and-
retrieval solution installed in every government juris-
diction in Canada. Tentative plans call for the service to
be governed by a national not-for-profit corporation so
that it will be self-sustaining, with revenue generated
through subscriptions. n

New Web Tool
To Help People
Find Services



Meeting government requirements to start
a new business is a time-consuming, confusing and inef-
ficient process. Entrepreneurs must often go to many
different departments within multiple levels of govern-
ment to find out what permits and licences they need
for their business, never being sure if they’ve missed
something.

But a solution is on the way. Three municipalities, in
partnership with other levels of government, are prepar-
ing to test a Web-based service called BizPaL, which will
permit business clients to easily generate a customized
list of the permits and licences they require from all 
levels of governmnent.

The project was described at a session of Lac Carling
2004 by an enthusiastic team from the Regional
Municipality of Halton, Ontario, Industry Canada and the
Ontario Ministry of Consumer and Business Services.

BizPaL (Business Permits and Licences) is based on
research conducted in 2003-2004 in Halton to find out
what permits and licences are required to open a small
restaurant. The researchers found, to their dismay, that a
would-be restaurateur needs up to 80 permits and
licences from the three levels of government.

The various services were mapped and alignment
opportunities identified using a new methodology called
the Business Transformation Enablement Program (see
“Transformation Project Proves Successful” in the May
2004 issue of Municipal Interface).

This methodology underlies the design of the BizPaL
service wizard. One of the designers is Ralph Blauel,
director of technology services for Halton Region.

“The wizard will be a Web service using XML that
links into a participant’s Web site, to lead entrepreneurs
through a set of questions and at the end tell what licences
they need, where to get them, and how long it takes,”
Blauel said in an interview.

A pilot project to test BizPal will be launched in April
2005 involving Industry Canada and three sets of partners:
Halton and Ontario, Kamloops and British Columbia, and
Whitehorse and Yukon. n
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Business Ordeal May Be Eased

A telephone help-line service known as 211
will soon be expanding from a pilot project in Toronto to
municipalities across the country.

In Toronto, dialing 211 reaches a human voice to help
those who face barriers of language, poverty and other
difficulties. An information and referral specialist assess-
es the caller’s needs and refers the person to the appro-
priate social, health and government services.

The Toronto service was launched in June 2002 as a
partnership of United Way of Greater Toronto, Community
Information Toronto and the City of Toronto. The City of
Toronto is host for the site and its database, providing
workstations for the technical team.

In its first year of operation, 211 received 300,000 
calls and 225,000 visits to its companion Web site,
www.211toronto.ca.

Eva Kmiecic, senior vice-president, strategic manage-
ment for the United Way of Canada-Centraide Canada
(www.211.ca), which owns the intellectual property
rights to 211, told a session at Lac Carling 2004 that the
service is being expanded by the 211 Canada Steering
Committee by means of local or regional partnerships.

Services in Calgary and Edmonton are to begin this
summer. The Government of Nova Scotia has formed a
partnership with the United Way to launch a province-
wide 211 service by the end of 2004.

The Ontario Ministry of Consumer and Business Services
is going through a formal partnership review to determine
whether it wants a province-wide service. The govern-
ments of Quebec, Manitoba, Saskatchewan and British
Columbia are also considering provincial launches. n

211 Project Expanding From Toronto

Members of the Ontario team for the BizPal project, shown at 
Lac Carling, are, from left: Michael Nadler, Industry Canada;
Debbie Farr, Ontario Ministry of Consumer and Business
Services; Elise Boisjoly, Industry Canada; John Ayling, Halton
Region; and Ralph Blauel, Halton Region.
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By Jim de Hoop
City of Kingston, Ontario

For the first time anywhere, municipalities and
other governments have a benchmark to use in judging
the success of their services to businesses.

A study called Taking Care of Business, conducted
with financial support from MISA, explores government-
to-business service delivery from the perspective of the
business community.

Findings from the study were released at the Lac
Carling 2004 conference in Saint-Sauveur, Quebec, on
May 17. The entire study can be downloaded from the
MISA Ontario Web site, www.misa.on.ca.

Taking Care of Business was a collaborative effort of
more than 20 public-sector organizations from across
Canada. The research was carried out by Phase 5 on
commission from the Institute for Citizen-Centred Service
and the Institute of Public Administration of Canada,
which have collaborated since 1998 to produce the
Citizens First series of research reports.

The Ontario and BC Chapters of MISA each contributed
$5,000 to support the study and participated in its
design. Other sponsors included the cities of Vancouver,
Ottawa and Halifax.

National Scope
Based on a representative sample of almost 6,000
Canadian businesses in every province and territory,
Taking Care of Business gives public-sector service man-
agers a road map of service improvement.

It shows that, by focusing on the drivers of service
quality, improving the timeliness of service, and coordi-
nating service delivery across channels and across levels
of government, public-sector managers can not only
expect to see higher service quality ratings from businesses
in years to come, but can also contribute to improving
the underlying attitudes of the business community on
government services.

In recent years, governments across Canada have
improved service delivery to businesses. They have
made forms and processes available electronically and
reviewed regulations to lessen the burden on businesses
while protecting the public interest.

Yet the business community’s perception of service
quality offered by governments is generally negative –
more negative than that of individual citizens who have
been surveyed. Furthermore, the overall satisfaction rating
for municipalities is low at 58 out of 100, compared with
61 and 63 out of 100 for the provinces and the federal
government respectively.

Common Factors
Emerging from the study were five common themes
that determine whether improvement is perceived in
services to businesses. These include: communication
(being informed of everything necessary to get the service
and receiving up-to-date information); minimizing the
burden at all times; ensuring fair treatment; making sure
that outcomes actually relate to getting what is needed;
and reducing the time taken to get the service.

In searching for the factors that determine or drive
the perception of service quality for businesses, the survey
discovered that these five themes were important in
varying degrees across a wide range of services. In fact,
performing well in all areas can mean the difference
between a service quality score of 4 out of 5 versus 2.5
out of 5 when performance in all areas is low.

Other Interesting Findings
Governments are in the information business in a very
big way. Almost half of all interactions that business has
with government have to do with gaining information,
statistics or research for their business. Other reasons
for interacting with government include obtaining a
permit or licence or registering a business (18 per cent),
troubleshooting a problem (15 per cent), or making a
payment (10 per cent).

Almost one-quarter of business respondents had to
deal with multiple levels of government to complete a
single end-to-end service transaction.

Businesses, more so than individual citizens, are more
divided in their perceptions of the ease of obtaining
government services. Concerns about gaining access to
services were most frequently identified in relation to
services that were relatively complex, take longer to
complete and, interestingly, involve using the telephone.

Taking Care of Business

Study Shows How Businesses
Perceive Government Services





15

MUNICIPAL Interface

For municipal managers it is important to understand
the different ways of getting access to government that
are frequently used by businesses.

The survey found that the most frequently used access
channels by businesses are the telephone (65 per cent
of all interactions), mail (58 per cent) and the Web (45
per cent). Other channels were also relatively common,
such as fax (35), in-person (25) or e-mail (20).

Least common were direct visits from government
staff to places of business (13) and use of a kiosk (6 – not
many kiosks are available among most jurisdictions).
Businesses use the phone, Internet, fax and e-mail to a
much greater extent than citizens in reaching government
services. They also have a higher quality of service
perception using the Web than in-person and phone
service channels.

What can be done to continuously improve service
delivery to businesses?  The study had lots of suggestions.
For example:

Government service managers are increasingly acting
in an information dissemination capacity and need to
ensure that front-line staff are properly trained and have
the necessary tools, and that Web sites are regularly
reviewed and redesigned as necessary to provide for
self-services based on regular citizen and business 
feedback.

Managers need to ensure that they effectively com-
municate to clients about what channels do what, and
specific service process steps.

Continue with multi-jurisdic-
tional service integration. The
extent of multi-level government
service experiences among busi-
nesses suggests that integrated
service delivery initiatives are
well directed, particularly those
that touch on similar functions
across levels.

A great example is a recent
pilot project joining federal,
provincial and municipal services
to be delivered jointly out of
Ottawa’s City Hall. Based on this
experience, local city halls could
some day become the one-stop
shopping place for many of our
citizens’ and businesses’ needs.
The plan in Ottawa is to have one
office accept applications for – and

issue a wide range of – documents such as birth certifi-
cates, driver's licences, passports and health cards.

If joining up services isn’t realistic or possible, have
information about frequent service experiences shared
among multiple government departments and levels of
government.

Also, have government service providers take greater
ownership for service hand-offs to other levels of 
government (even between departments is sometimes
a challenge!).

Conduct research at appropriate times to ensure an
understanding of channel use motives and preferences
among business clients.

For example, my own Kingston, Ontario, periodically
surveys local residents and businesses. Results are
assembled in a report card. Our recent surveys indicate
a positive trend in people's perception of service quality,
access and an increased sense of attachment to the
community. An increasing preference for getting infor-
mation about services via the Web site has been noted,
and action taken.

With 120 pages packed with detailed information,
there is something of interest in the study for every 
public service manager to implement.

Jim de Hoop is director of information systems for the City
of Kingston, past president of MISA Ontario and a municipal
representative on the Public Sector CIO Council. n
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By Lawrence Moule and Jane Morgan
Co-editors, Municipal Interface

Municipalities have witnessed the e-government 
revolution. Like a storm front, it has rolled over us and moved 
on, leaving a very different climate for municipal service delivery.
What does this climate look like, and how do we best apply infor-
mation technologies to control it?

These were the issues that confronted delegates to MISA
Ontario’s 2004 Annual Conference. They came looking for ideas
and found rooms full of them in the seminars and exhibits at the
Sheraton Parkway Hotel in Richmond Hill for three days, May 31
through June 2. There was a sense that something important was
happening.

Futurist Richard Worzel, best-selling author of Who Owns
Tomorrow? and the opening keynote speaker, captured that feeling.

“There’s a lot riding on what you do,” he told delegates. “You
didn’t just come to this conference to be entertained and to meet
some interesting people. You came here to change the future of
your communities, whether you realize that or not.”

Worzel’s presentation examined key demographic and work-
place trends in 2004 from the perspective of 16 years down the
road – in 2020. He charged conference delegates to be aware of
five issues in moving ahead and serving their communities:

• Know the clients you are serving

• Don’t count on financial aid from senior government levels

• Be prepared to serve residents in cyberspace

• Incorporate best practices from industry

• Cope with greater uncertainty by applying superior foresight
and planning, especially through a technique known as 
scenario planning.

To encapsulate this, Worzel fittingly quoted the late American
computer-science researcher Alan Kay, who is credited with
developing the ideas behind personal computing, the laptop
computer and object-oriented programming:“The best way to
predict the future is to invent it.”

Innovation and Economic Success
The conference offered many more ideas on how to invent the
future of municipal service delivery. Summaries from many of 
the presentations can be found on MISA Ontario’s Web site,
www.misa.on.ca.

Keynote speaker John Jung, a vice-president of the Greater
Toronto Marketing Alliance and founder and chair of the
Intelligent Community Forum in New York City, presented exam-
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ples of advanced e-government practices from
around the world. Like Worzel, he noted that
municipal innovation in service delivery is
generating competitive advantages and urged
his audience to help transform municipalities
into intelligent communities.

“You have to show the way,” Jung told dele-
gates. “You must get the investment to flow.”

Keynote speaker Paul Hoffert, founder of
the rock group Lighthouse and now a scientist,
researcher and fine arts professor at York
University, described the “new client” who
must be the focus of service delivery.

Clients are demanding more information,
more accountability and more transparency, all
delivered on-the-double via a single point of
service. Hoffert said IT managers must give
clients more input and control, remembering
that the cost of providing a good or service 
is no longer an indicator of value – value is
perceived only in relation to the new client’s
expectations.

Service Delivery Principles
How can these expectations be met?
Conference presenters had plenty of ideas 
on what works, and what doesn’t.

Biju Misra of the Town of Markham told del-
egates that most organizations are not struc-
tured to deliver e-services effectively. What’s
needed is a customer-centric service delivery
strategy, he said. This includes rethinking and
redesigning business projects, establishing a
scaleable and reliable data architecture, and
communicating the steps in place to ensure
privacy – all from the perspective of the client
looking in, not the government looking out.

Lyne Bouchard of Gartner Canada advised
that the only way to achieve integrated services
is to start small and build service-delivery
channels appropriate to each type of service,
keeping the human touch where appropriate.

Inga Sielman of Allstream warned of the
pitfalls in building a municipal portal without
first constructing an enterprise-wide standard
for the gathering and presentation of data.

MISA Ontario Conference Offers
Rooms Full of Ideas on E-Services
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The theme of the 2004 MISA Ontario Annual
Conference – “E-citizens: Serving their Needs” – applied
not only to municipal IT professionals, but to MISA
itself. The conference provided directions to the associ-
ation on how it can serve the needs that its members
believe are most important.

On Tuesday, June 1, delegates had two opportunities
to express their views on membership services. They
participated in an electronic voting session just after
lunch, then contributed to a discussion on future direc-
tions during the Annual General Meeting at the end of
the afternoon.

Under the guidance of Executive members Harry
Turnbull and Ralph Blauel, delegates used electronic
keypads to vote on a series of questions. They chose
their answers from among numbered options.

Results were analyzed by Telemetech Technologies
Inc. and appeared within a few seconds on a large
screen. The screen showed the range of responses,
ranked by percentage of votes cast, and in some cases
also showed a numerical mean to indicate the relative
strength of opinions.

Detailed results of the voting are available for 
viewing on the MISA Ontario Web site at
www.misa.on.ca/survey.asp.

Briefly, the results showed that:

• Delegates see significant value in adding more
member services such as meeting forums and infor-
mation about best practices.

• Delegates would approve of a modest increase in
membership fees in order to support improved services.

• Strong support exists for the creation of a national
MISA organization.

• There is also strong support for MISA Ontario to col-
laborate with the provincial government on sharing
of cyber security information and on setting I&IT
standards.

Delegates clearly found the voting exercise worth-
while. Asked at the conclusion if they would like to
participate in subsequent surveys online at MISA con-
ferences, 86 per cent of respondents agreed or strongly
agreed.

Ralph Blauel, who designed the survey as well as a
Web-based member survey conducted early in 2004,
told the delegates that results of the voting “will
absolutely help us out in planning our workplan for the
next couple of years.”

Later, at the Annual General Meeting, delegates dis-
cussed the need for MISA to gain a stronger voice in
dealing with other levels of government on e-govern-
ment issues.

Roy Wiseman and Louis Shallal, members of an
organizational committee struck at the Lac Carling con-
ference (see pages 10-11), outlined a vision for creating
a formal MISA Canada by 2006. Member delegates
then passed two motions: one approving in principle
the formation of a national MISA, the other authorizing
the Executive to investigate, in collaboration with other
MISA chapters, a proposed organizational structure and
governance model to submit to the Ontario member-
ship in advance of the 2005 Annual General Meeting.

President Kathryn Bulko announced that, in the spirit
of national collaboration, the Executive has welcomed
as an ex-officio member Stephen Douglas, who is joint
director of the Public Sector CIO Council and the Public
Sector Service Delivery Council, the two key organizations
coordinating e-government evolution. n

Above, delegates use electronic keypads to vote on member-
service options. Left, member representatives at the AGM
approve in principle a national MISA.

Delegates Vote on MISA Ontario’s Future
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“The data model determines how you are going to
understand what information you have, and how to map
it and connect systems to it,” Sielman said in her high-
energy talk. “You cannot deliver an online portal or any
kind of integrated service without a data model.”

Ron Watt of Empowered Networks in Ottawa focused
on the processes needed to manage the applications
that keep municipal business running, especially in the
face of tight resources and increasingly complex appli-
cations. Using case studies to demonstrate that managers
need to adopt a consolidated view of all services, he 
discussed key issues including downtime, fault manage-
ment, customer care, disaster recovery and business
continuity planning.

Several high-quality sessions showed how municipal-
ities including Markham, Sudbury, Newmarket and York
Region have successfully implemented systems to inte-
grate services and interact with citizens.

Other examples came from Hansen Canada, platinum
sponsor of the conference, in a breakfast presentation by
President Rob Corazzola that described trends toward
transparency and performance-based government.

Hansen was joined in supporting the conference by
77 other sponsors and exhibitors. The sold-out trade
show featured 62 exhibit booths in two large rooms –
and some hallways as well. The program afforded ample
time for delegates to mine the exhibits as more sources
of ideas.
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Conference Sponsors and Exhibitors
Sponsors
Platinum sponsor: Hansen Canada

Acer America Corp. (Canada)
Bell Canada
CIO Governments’ Review
City of Vaughan
City of Windsor
CommVault Systems Canada Inc.
Computer Associates Canada Co.
Deloitte Inc.
Hummingbird Ltd.
Infinity Technologies Inc.
InfoStream Technologies
Kyocera Mita Canada
Microsoft Canada Co.
Millennium Care Inc.
Novell Canada Ltd.
Onx Enterprise solutions Inc.
Oracle Corporation Canada Inc.
Orion Technology Inc.
Parksmart Inc.
PeopleSoft Canada
The RAM Group Inc.
Region of York, Chairman’s Office
TELUS Communications
Teranet Enterprises Inc.
Town of Richmond Hill
triOS Training Centres Ltd.

Exhibitors
Acer America Corp. (Canada)
Albert White Technologies
Bell Canada
CDI Education
Cogsdale Corporation
CommVault Systems Canada Inc.
Compugen Inc.
Computer Associates Canada Co.
Computers For Schools Ontario
Concept Interactive Inc.
Dell Computer Corp.
Deloitte Inc.
Diamond Software Inc.
Direct IT Canada Inc.
EDS Canada
Empowered Networks
eSolutions Group, Conestoga-

Rovers & Associates Ltd.
ESRI Canada Ltd.
First Base Solutions
Global DL
Hansen Canada
Hewlett-Packard (Canada) Ltd.
Hummingbird Ltd.
IBM Canada Ltd.
IMEX Systems Inc.
Intergraph Mapping & Geospatial

Solutions
INTRASYS
IronPoint Technology Inc.
Keating Technologies Inc.
KHEOPS Technologies
Kingston Technology

Kronos Inc.
Kyocera Mita Canada Ltd.
Litco Systems Inc.
Marmak Information Technologies
MERAK Systems Corporation
Microsoft Canada Co.
Municipal Property Assessment

Corp. (MPAC)
Municipal World magazine
Novell Canada Ltd.
Orion Technology Inc.
Panasonic Canada Inc.
Parksmart Inc.
Pen Systems Inc.
PeopleSoft Canada
Physical Planning Technologies
Q9 Networks Inc.
RSA Security Inc.
Region of York
SaltSpring Software/Corel
Solution Q Inc.
SRB International
StarGarden Software
TELUS Communications
Teranet Enterprises Inc.
triOS Training Centres Ltd.
Town of Newmarket
Town of Richmond Hill
UNIS LUMIN
Unisys Canada Inc.
Vadim Software
VoiceGate Corporation
Xerox Canada
xwave Solutions Inc.



In today's changing government
environment, municipalities are
facing tighter budgets, staff reduc-
tions, and increasingly higher
demands. In addition, amalgama-
tion and changes to municipal leg-
islation are putting tremendous
pressure on municipalities. In
response to these concerns, ESRI
Canada and its business partners
have developed solutions to meet
all of your needs.

For more information, please visit
the ESRI Canada booth at the
2004 MISA BC Conference or call
(604) 682-4652.

Business solutions for municipalities
• Quickly implement a solution to track and comply with govern-

ment legislation and building code requirements.

• Automate, simplify, and track processes and revenues for building,

planning, inspection, zoning, and licensing.

• Comply with minimum maintenance standards for municipal roads

and maintenance standards for water and sewage systems.

• Inventory assets and assess the total cost of operations, mainte-

nance, and asset replacement.

• Spatially-enable asset management systems by linking customer

requests, work orders, and resources to intelligent network mod-

els.

• Implement an easy-to-use tool for planning alternatives, quantifying

impacts, forecasting, and visualizing and analyzing plans.

Easing municipal regulatory pressures…
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Credit for the success of the conference program,
as well as its sponsorship, goes to conference chair
Bernadette Searle and her colleague Kelley Mitchell-
Tugwell from the Region of York. They were supported
with professional aplomb by Leslie Forbes and Myra Hay
of EventBuilders Inc. and a dedicated crew of volunteers.
Louis Shallal, who recently moved as director of informa-
tion technology services to the Region of York from the
City of Hamilton, welcomed MISA delegates to his
municipality for the second year in a row.

Entertainment Value
Some conference sessions provided fun as well as
insights. In a session called “Spare Your Team, Spoil Your
e-Services,” presented by VISTA Learning Services and
D2i Consulting, delegates played a Bridge Game. They
not only had a ball but learned project-management
skills by participating in a work simulation that involved
building a bridge, on time and always at the mercy of
changing conditions – like a new project manager coming
on board, missing inventory and a last-minute engineering
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The Bell Canada team who won the Exhibit of the Year Award included,
from left: Tony Zafran, Louis Matte, Dom Fera and Aaron McIntosh.

Above, MISA Ontario
President Kathryn Bulko of

the City of Toronto presents
the Excellence in Municipal

Systems Award to Jack
Lawrence, centre, and Sven

Tretrop of the City of
Mississauga.

Right, ESRI Canada’s 
Peter Smith accepts 

the Associate Member of 
the Year Award from Bulko.

Longstanding Members
Receive MISA Awards
ESRI Canada, one of MISA Ontario’s most 
stalwart corporate supporters, was named Associate
Member of the Year at the annual conference.

President Kathryn Bulko presented the coveted
trophy to Peter Smith of ESRI Canada in a ceremony
just before the annual banquet. She lauded ESRI
Canada’s many years of participation in conferences
and in Municipal Interface, as well as its sponsorship
of the landmark City Hall Online report of 2002.

“All told, ESRI Canada is an outstanding enabler of infor-
mation sharing among municipalities and one of MISA
Ontario’s strongest and most consistent supporters,”
Bulko said.

Two other longstanding members of the chapter were
also selected for honours by the Executive. The City of
Mississauga won the Excellence in Municipal Systems Award
for its eCity portal.

The portal, described in the March 2004 issue of Municipal
Interface, is the result of a private-public partnership with
Bell Canada. It has given residents, businesses and visitors the
ability to conduct their business with City Hall electronically,
any time, on a self-serve basis.

“To achieve the results we did was nothing short of a
total team effort with a lot of innovative thinking,” said Jack
Lawrence, director of information technology for Mississauga.

Bell Canada also received the Exhibitor of the Year Award
for its booth in the trade show. Booths were evaluated both
for their appearance and for the salesmanship, product
knowledge and friendliness of the staff.
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change. (Does this sound familiar?)
Illustrating that people make projects
happen, the Bridge Game is an interactive
tool to develop, sustain and optimize
teams. Users include York Region and
Markham.

Tuesday’s lead-off speaker and TV host
Steve Dotto put a humorous spin on the
social impact of technology (including the
follies of passwords), as well as such issues
as enabling seniors to be involved and
parenting the Net generation.

Evenings were given over to just plain
fun. At Dave and Busters entertainment
centre on the first night, delegates enjoyed
dinner, music and games. On the second
night, they had a banquet with an uproari-
ously funny dysfunctional family as part of
a theatrical extravaganza called Tony &
Tina’s Wedding.

Communities and Collaboration
As is often the case at MISA conferences,
many sessions dealt with the theme of
collaboration. At an open-forum commu-
nity networking session led by Shannon
McKay of Hamilton, with panelists Pam
Ross of Milton, Louis Shallal of York Region
and Sven Tretop of Mississauga, the panelists
discussed the challenges of managing col-
laborative projects, and delegates offered
their own experiences and perspectives.

Another session provided a window
into MISA Ontario’s efforts to work with
the Ontario government to align e-gov-
ernment services and extend broadband
services to smaller communities.

Rose Langhout, head of I&IT strategy
with Management Board Secretariat, out-
lined a series of pilot projects being con-
ducted with assistance from MISA and
Regional Networks for Ontario (RNO) to
find ways to integrate rural community-
based networks with the Ontario govern-
ment’s high-speed network grid.

After her presentation, David Wallace,
corporate chief technology officer of the
Ontario government, remarked,“These
pilots will help us understand the business
processes and partnerships that we need
to make this happen.”

At the Hansen Canada exhibit, President Rob
Corazzola talks with Linda Curley of the Town of

Monroe, New York, representing the US association
Government Management  Information Sciences

(www.gmis.org) at the conference.

Above, panelists at the open-forum community net-
working session included, from left: Louis Shallal,

York Region; Sven Tretrop, City of Mississauga;
Pam Ross, Town of Milton; and panel chair 

Shannon McKay, City of Hamilton.

Right, keynote speaker Steve Dotto.
Below, keynote speaker John Jung, right,

chats with Kim Warburton and Wil Gonidis
of Bell Canada.

Below, keynote
speaker Matthew
Mendelsohn; at
bottom, keynote
speaker Richard
Worzel.

Municipal Interface
co-editor Jane

Morgan, centre,
joins a group of

delegates to play
the Bridge Game, a
tool to help teams

work better
together.
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Wallace took part in a panel discussion with Todd
Sands, chair of RNO, and Roy Wiseman of the Region of
Peel on the opportunities for creating e-government
synergies in the province.

Laurie Sweezey, head of Ontario’s e-Government
Branch, devoted her session to describing Ontario’s
enterprise strategy for portals. She emphasized the
need to customize and personalize information for 
citizens, as well as the importance of working with
municipalities to create a prototype for a jurisdictional
“federated connectivity” model.

Citizens at the Centre
As the last keynote speaker, Matthew Mendelsohn,
deputy minister and head of Ontario’s Democratic
Renewal Secretariat, ended the conference on a fitting
note with his message that citizens should be at the

very centre of the process of making decisions for
Ontario communities. Ontario’s agenda for involving 
citizens online encompasses many avenues of electronic
engagement, such as Internet voting, making more
information available in real time, developing one-stop
gateways, and presenting information the way citizens
want and need it.

And so the conference ended as it began, with chal-
lenging ideas to shape the e-government era. Where
will they all lead?  

We’ll know better by next spring, when the 2005
MISA Ontario conference will take place in Windsor on
June 6-8, with the theme of “Bridging the Gap.”

It promises to be a popular event – the super-organized
Windsor conference team led by Harry Turnbull had
already made preliminary bookings for most exhibit
booths by the time they left Richmond Hill. n

Left, delegates fill the dance floor as the
dance band from Tony & Tina’s Weddng 
performs after the banquet.

Below, members of the Tony & Tina’s
Wedding troupe kibitz with delegates.

Above, Harry Turnbull, second from left,who will be 
chair of the 2005 conference in Windsor, poses with his

organizing team at its exhibit booth.

Right, participants in a panel discussion on Ontario
broadband initiatives include, from left: Roy Wiseman,

David Wallace and Todd Sands.

Far right, presenter Inga Sielman of Allstream.

Below, keynote speaker 
Paul Hoffert.

Below right, Louis Shallal,
director of ITS with York

Region, poses with conference
chair Bernadette Searle, left,
and Kelley Mitchell-Tugwell.

Left, Lindsay Ross of IBM
Canada talks in her exhibit
booth with Andy Koopmans,
left, executive director of
the Association of Municipal
Managers, Clerks and
Treasurers of Ontario, and
Steven Garner of Port
Moody, representing MISA BC.



We’re helping Canadian communities set up simple
and affordable online gathering places.

Bell Community Portal Solutions enable Canadian municipalities to set up
a 24/7 online channel – a virtual gathering place – where citizens can
access municipal services and community information. To help you reduce
long-term technology risk, we provide capacity planning, network and
infrastructure protection, and a fully managed services environment.

The City of Mississauga is using our simple, affordable Community Portal Solutions
to distribute content to constituents whenever they want it, through a single point
of access – a new service delivery channel. 

Bell Canada is pleased to congratulate the City of Mississauga for being honoured
with the 2004 Excellence in Municipal Systems Award. Presented by the Municipal
Information Systems Association (MISA), the award recognizes the City of Mississauga
for its innovative and groundbreaking next-generation Municipal Web Portal. 

To learn more about Bell Community 
Portal Solutions, email info.solutions@bell.ca
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They’re Ba-a-ck
The silver lining in the IT unemployment 
problem is that finding IT staff with the desired
skills is no longer an issue for municipal IT shops.

Rick Adams, ICT manager for the City of
Coquitlam, BC, states that the hiring situation
turned around less than a year from the tech-
nology market sell-off. Adams now reports
getting hundreds of applications for positions
posted for his small shop.

Similarly, Donna King, manager of application
management for the City of Regina, regularly
gets 50 to 90 applications for a posted position,
at least a quarter of which are worth a second
look.

In addition, private-sector veterans are looking
for public-sector jobs at unprecedented rates.
Dave Faber, IT architecture and planning man-
ager for the City of Edmonton, says he regularly
gets highly qualified private-sector applicants
for senior-level position postings.

Municipal IT Workload: What Bust? 
This turnaround in the hiring environment has
been fortunate for municipal IT. After the briefest
of respites following Y2K projects, pressure for
progress on e-government initiatives, mobile
computing options, modernization efforts and
application rationalization have kept government
IT shops increasingly busy.

While the private sector was halting all IT
spending and cutting back on staff, the public
sector was moving its IT agenda forward.
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Managing Supply
And Demand of
Municipal IT Staff:
A Precarious
Balance in 2004

Gene LeganzaBy Gene Leganza
Forrester Research

Remember the late 1990s? Those were very trying times
for municipal IT departments, with an IT talent war erupting and
municipal IT shops ill-equipped to compete. Then the pendulum
reversed and today, with a few exceptions, staffing issues don’t
rank high on the list of things that keep IT managers up at night.

What does rank high is steady workload increases. And, as 
evidence emerges that private-sector IT salaries are on the rise,
staff turnover may once again surface as a serious problem for
municipal IT in the next two years.

The good news is – this problem is likely to surface gradually,
so steps can be taken now to limit its impact.

Y2K, the Dot Com Boom, the Dot Com Bust
At the end of the 20th century, municipal IT shops had their hands
full with Y2K inspection and remediation tasks. Responsibility for
keeping key services up and running, such as emergency, police
and fire units, meant that local governments could not take shortcuts
on due diligence.

Meanwhile, the dot-com boom lured key IT staff from both the
public and private sectors into startups as talented techies pursued
once-in-a-lifetime opportunities. Skilled staff became a rare com-
modity, sending salaries skyward and limiting public-sector IT
departments’ ability to compete for needed staff.

After the dot-com bubble burst early in the new century, startups
began closing their doors and the private sector began several
rounds of IT budget cuts and layoffs. Budget consciousness 
fostered an intense interest in offshore outsourcing of develop-
ment and, even with a rebound in the private-sector economy,
unemployment for IT people remains at rates unheard of in the
previous decade.



A Forrester Research study of April 2004 shows that
IT spending by Canadian governments has grown more
consistently and more strongly than IT spending by
Canadian businesses (see Figure1). While Canadian busi-
nesses cut IT spending in 2001 and 2002, governments
continued to increase it. Government spending grew 
by six per cent in 2002 and three per cent in 2003.
Forrester projects it will grow by seven per cent in 2004.

Growth has been and will continue to be strongest at
municipal and regional government levels. Growth will
be slower at the provincial and federal levels as last
year's slowdown affects this year's budgets. Meanwhile,
business IT spending declined in both 2002 and 2003
and will grow a modest two per cent in 2004.

Funding Obstacles for IT Staff Increases 
Although the data show regular increases in Canadian IT
spending at the local level, some shops have not been
able to increase staffing levels.

Bob Diakow, director of information systems for the
Regional Municipality of Niagara, says it has not been
hard to find financial support for new implementations,
but it’s difficult to get funding for increases in 
support. And, with each new software package imple-
mentation and every new technology adopted, support
demands rise.

As all government departments turn to IT solutions
to increase automation and improve their efficiency, the
IT department bears the brunt of the resulting software
support. Regina’s Donna King says that when its depart-
ment has received budget increases, they have been
eaten up by the growth in software maintenance costs.

Compounding this problem is that IT departments
compete with other municipal services when additional
funding is available, and citizens “would rather read about
adding police officers or firefighters than one more geek
in the back office,” says King.

Some localities have had to simply do more with less.
If leaders win elections based on promises of no tax
increases and IT budgets are held steady, the increasing
maintenance load plus the effects of inflation translate
to workload increases for existing IT staff.

Chris Fisher, general manager of IS for Regina, explains
that he could not have kept up if his staff were simply
average or below average in capability – he depends
upon their ability to excel to handle the increased loads.

Business Skills: Increasingly in Demand
When municipal IT organizations do hire new staff, they
are increasingly looking for people with business skills,
particularly project managers and business analysts.

Workloads have changed over the past decade as
purchased packages have replaced custom-developed
software to reduce development costs, increase stan-
dardization, and simplify support. Regina’s Fisher says
that his department used to be a development shop
but, as they lost coders in the late 1990s, it replaced
them with analysts and project managers since the
application portfolio has become mostly commercial
packages.

Fisher says he has seen the software vendor community
mature significantly in the past 10 years. Vendors formerly
only addressed the needs of federal and provincial 
governments, but now they serve municipalities as well.

So, as support-strapped shops follow the mantra of
“reuse first, then buy, then, as a last resort, build,” they
increasingly find what they need from off-the-shelf
packages. Municipal IT’s role becomes analyzing busi-
ness needs at a detailed level and matching these needs
to available package functionality. Then, they must plan
and execute an implementation project.

As this scenario becomes more common, the need
for analysts and project managers increases more than
the need for technical specialists.

Technical skills are still needed, however, and there
are shortages of skilled staff in some specific technology
areas. For example, demand for GIS skills throughout
the public sector outstrips supply, and it can be hard to
find people with previous experience for some specialty
software tools, such as MRO Software Inc.’s Maximo
equipment maintenance and repair package. Municipal
shops must rely on internal training when they can’t find
experienced new hires in these situations.
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Figure 1: Canadian Government IT Spending
Stronger Than Business Spending

 2000 2001 2002 2003 2004(F)

 75 82 81 77 79

 10 11 11 12 13

 85 93 92 89 92

Business

Government

Total

Business

Government

Total (C$B)

Percent change from prior year

 16% 8% -1% -4% 2%

 12% 13% 6% 4% 7%

 16% 9% 0% -3% 3%
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What’s in Store: Demand Increases
IT managers are not expecting workloads to abate in the
foreseeable future. IT plays a key role in making the rest
of government more efficient.

Dave Faber of Edmonton cites dramatic productivity
increases brought about by the adoption of mobile
technologies. In Coquitlam, Adams reports that business
units put pressure on IT to keep up with contemporary
technology to prevent business staff turnover that could
result from the perception of working in an outdated
environment.

Demand for e-government services will remain high
– citizens, their representatives and internal municipal
service providers press IT for increases in online services
of all kinds. Citizens have come to simply expect Web-
based access for everything from applying for licences
and permits to scheduling swimming lessons, while rep-
resentatives push for discussion forums for their districts.

In addition to the desired increases in services, citizens
want 24x7 access. Many municipal IT shops are stretched
just to support an extended day, let alone provide round-
the-clock support.

Support increases will also be needed due to the
allocation of federal money for infrastructure improve-
ments for municipal-
ities. Regina’s Fisher
expressed concern
that the long-awaited
infrastructure funds
will support capital
projects that would, in turn, increase IT support’s 
workload.

According to CTV, key areas of concern in Montreal
include roads, transit and sewer pipes. Winnipeg needs
to replace its antiquated sewer system, while Halifax
hopes to put the money toward a harbour clean-up pro-
gram. As technology is increasingly integrated with all
business processes, increased project activity of any kind
translates to increases in IT workload.

What’s in Store: Possible Supply Decreases
For the past few years there has been a very satisfactory
supply of applicants for open municipal IT positions, and
turnover has been low. But will this last as the economy
continues to improve? 

There is some survey and anecdotal data showing
that private-sector IT salaries are on the rise, and this can
spell trouble for public-sector IT. No one expects the

rapid brain drain experienced during the dot-com frenzy,
the Google IPO notwithstanding. Still, increasing private-
sector IT salaries send up a warning flag that public-sector
IT organizations would be well advised to heed.

It is interesting to note that an April 2004
InformationWeek survey indicating that private-sector IT
salaries are on the rise also provided a clue to holding
on to employees in a period of expansion.

The respondents reported that a challenging job 
and responsibility are the most important issues for IT 
professionals, ahead of job stability and compensation.
Municipal IT managers may be able to compete with 
private-sector employers by ensuring that key staff
members continue to be challenged.

Preparing for the Changing Job Market
There are a number of things that municipal IT manage-
ment can do to try to avoid turnover and retain more of
their employees without overtaxing their budgets.

1. The first step is to identify those employees whose
loss would have an immediate adverse impact on
some part of the organization. These are typically
people filling key positions: for example, project
management or those who possess highly sought-after
and needed skills, such as GIS or security specialists.

Focus retention
activities here rather
than spreading the 
retention budget
across the entire
organization.

2. Plan training and development activities to keep key
staff up to date. Training and development is one of
the strongest retention tools.

3. Adopt a non-cash reward program. A growing number
of organizations are also using non-cash rewards in
an effort to provide some recognition and differenti-
ation to their employees.

The concept behind non-cash rewards is to bestow
some recognition on key contributors without breaking
the budget and putting in place a recurring entitlement.

Non-cash rewards can be win-win situations for both
employers and employees when executed properly.
They can range from granting sabbaticals to flexible
scheduling arrangements, telecommuting oppor-
tunities and tickets to events. There are non-cash
reward programs that can be tailored to fit almost
any budget.
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Note: the programs must be well-defined and unam-
biguous, or they may do more harm than good. Any
program that requires a large administrative burden
should be avoided. Once a program is designed, it
must be promoted actively or the potential impact
can be lost.

4. Initiate succession planning. This must be started at
the same time as the retention programs. Sound suc-
cession planning activities need to be put in place to
try to maintain some level of consistency when
turnover does occur.

Succession planning is about being able to identify,
assess, and develop talent to ensure continuity of
leadership and skills for all key positions in an organi-
zation. Planning will require a skills assessment
across the entire organization. The goal is to identify
anyone who may have the same or similar skills as
one of the key performers, as well as to identify any
high-potential people to place in an acceleration

pool. The acceleration pool is a group of people that
will receive targeted development plans to prepare
them for new responsibilities. This plan will provide
necessary skills and competencies required to prepare
them for moving into a key role.

It may not always be possible to complete a succession
exclusively from within. In these cases a contingency
plan should be developed to identify external
resources that can be obtained to fill a critical vacancy.
These external resources can include contingent
staffing firms, independent consultants, lists of candi-
dates sourced from job boards, recruiting firms or
in-house recruiting efforts.

Gene Leganza is vice-president of Forrester Research and
leads Forrester’s New York-based public-sector group,
researching best practices in the use of business technology by
governments. He can be reached at gleganza@forrester.com.
This article was obtained through the efforts of Chris Fisher
of Regina. n
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By Helen McLaren
Municipality of Chatham-Kent, Ontario

An automated process developed by a
southwestern Ontario municipality is helping to measure
service performance and retain the best people – both
at the same time.

Operating under a single-tier government system,
the Corporation of the Municipality of Chatham-Kent
was created in 1998 by amalgamating 23 communities,
13 public utility commissions and five police forces. As 
a major step forward, the municipality implemented a
business-management process that aligns strategic 
initiatives to our day-to-day workflow and personnel
performance. This “operational excellence program” is
known as CK TRAAX.

CK TRAAX stands for: Chatham-Kent – Tracking
Results to Advance Accountability and eXcellence.

This program is based on the following principles:

• Measurement of operational performance against
best-practice standards to provide operational 
excellence

• Responsiveness to citizens’ and business community’s
needs

• Accomplishment of strategic plans and objectives

• Regular and systematic involvement of all staff.

It involves the following characteristics: leadership,
excellence, accountability, performance and measurement.

Its goals are to:

• Provide a high level of customer service 

• Develop and use performance data and measures
that demonstrate the level of accomplishment
toward achieving strategic initiatives

• Develop a strategic focus in the day-to-day operations
of the entire organization

• Continuously review current and future budget
resource allocations based on community needs

• Maintain objective and timely measurement of oper-
ational accountability, based on facts

• Keep council and senior administration informed 
on status, progress and measurable performance in
managing municipal operations

• Provide council with an appreciation of community
issues and responsiveness to them.

With CK TRAAX, Chatham-Kent is able to measure the
effectiveness of services and strive for excellence in service
delivery through the development of performance stan-
dards. CK TRAAX has encouraged departments to make
improvements and focus on creating an environment
that is customer oriented by defining process workflows
and personnel performance targets.

The municipality reviews current and future budget
resource allocations based on community need through
our commitment to continually monitor progress,
performance and accountability using CK TRAAX.

Software applications are used to assist with the daily
gathering of data, ensuring that factual operational
measures and expectations are put in place.

CK TRAAX in Action

This program is being implemented in a phased and
incremental approach by operational departments. The
priority and order of implementation is based on our
review of the day-to-day business needs of front-line
staff who are responsible for the delivery of services to
the public.

It began with the most common service requests,
covering such things as such as potholes, property stan-
dards, trees, dead animal collection, missed curb-side
collection, road conditions and sidewalks.

The majority of the CK TRAAX issues are initiated
through our central call centre when citizens phone the
municipality. The customer service representative 
creates a service request based on the operational type
(for example,“trees”) and on a subtype (“dangerous”).

Citizens are given a service request number, informa-
tion about our target response and resolution times for
this type of request. A predetermined workflow and
script have been set up in the software to assist the call-
centre attendant with the citizens’ concerns. This service
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request captures the required information to initiate a
work order, which is in turn directed to the operational
area responsible for completing the service.

Through e-mail notification, the supervisor and iden-
tified staff members are notified that a new issue has
been created. Based on the workflow, activities such as
on-site inspections may be triggered or work crews may
be dispatched to respond to the service request. As the
various actions are taken, updates are entered into the
software so that other employees can see the progress
on specific requests.

When the service request is completed, the supervisor
closes the issue, and a customer-service representative 
is automatically notified that the service has been com-
pleted and calls the citizen to determine if the work was
completed satisfactorily and in a timely manner. This
permits the municipality to compare actual results and
customers’ expectations to agreed-upon standards –
and also engages citizens, providing a forum to provide
comments and suggestions.

Monthly public accountability sessions are held with
a review panel of members from the executive manage-
ment team and the applicable municipal senior man-
agement team. Before each accountability session,
reports are distributed that identify the outputs and
expected results for each area.

The management review panel develops a list of
issues and questions for the meeting. The format of the
accountability session is primarily discussion between
the staff presenting the performance results and the
management review panel. Questions compare actual
performance to established performance measures.

On a semi-annual basis, the CAO presents the results
of the program to council. This shows the reported
community issues, the resolution results and the future
budget resource requirements/reallocations.

Council is provided with a summary report highlighting
positive outcomes and service pressures. CK TRAAX’s
focus on service delivery helps to ensure that resources are
budgeted for and appropriately allocated where needed.

How Are We Getting There?

Considering that there are approximately 50 operational
business units within the organization, this program is a
multi-year commitment. The pilot project began in May
2003, and full implementation is expected to be within
five years. The central call centre was identified as the
first step in setting the clock for measuring customer
response.

To get the ball rolling, a decision was made to imple-
ment the CK TRAAX program using only existing tech-
nology supported within the ITS department. A select
number of the most commonly requested municipal
services were phased into the program.

Concurrently, the CK TRAAX project team is conducting
an assessment of existing and other new technologies
available to enable the success of this program. This
approach was chosen to ensure that the initial framework
was up and running quickly and that future iterations
will remain dynamic and responsive to the business
requirements and operational needs of all functional
areas of the municipality. This approach also helped
keep start-up costs to a minimum.

The CK TRAAX system also relies on data from a num-
ber of corporate databases, including our geographic
information system (GIS). The GIS system is used to 
provide call takers with consistent and accurate address
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and location data so that service requests can be tied to
a spatial location, ensuring that the request gets routed
to the correct service provider for that geographic area.

During the pilot phase, which ran from May 2003 to
November 2003, the following service deliveries were
measured: trees, roads, sidewalks, sewers, animals, garbage
collection and property standards. In December 2003,
we moved CK TRAAX forward from a “pilot” mode to a
“go live” mode.

Public accountability sessions were introduced. In
April 2004, tax inquiries and building maintenance were
added. More services and operational divisions are added
to CK TRAAX progressively.

During the pilot project, specific goals were identified
and a number of start-up issues were overcome to
develop a solid and systematic process. Accountability
sessions were initiated, and a progress report was given
to council during the last quarter of 2003.

Through persistence, patience and staff commitment,
the CK TRAAX project team identified what was working
well during the pilot and what needed improvement.
As a result, the implementation plan is continually
reviewed and adjusted as revisions are required during
implementation.

Experiences: What is Required?
What came to light most clearly during the pilot project
is that continuous communication is necessary to ensure
that staff members at every level understand their
respective roles. Training and retraining of staff also
played a significant role in the pilot project.

The emphasis of CK TRAAX is really on processes, not
just on the desired outcome of the particular service
request. Following up on issues with both internal staff
and the customers making the service requests proved
to be very valuable and well received.

Staff commitment and buy-in to CK TRAAX is
required at every level in the organization. This was
clearly demonstrated during the pilot through the
actions of specific staff, who often led by example.

The pilot also reinforced the need to re-evaluate our
existing software and hardware platforms and look for
more efficient technology tools. This led to the identifi-
cation of a need to fine-tune call intake procedures, a
higher commitment to data integrity and better feedback
from our service providers.

Also brought to light were the “progressive expecta-
tions” that changed as the program was rolled out, such

as enhanced response and resolution performance.
Another expectation is that citizens want to see for
themselves how the municipal government responds to
community service needs. With the implementation
and selection of new software, citizens will be able to
use the Web portal to log and monitor the progress of
an issue.

Calculating HR Allocations

We expect that future benefits of CK TRAAX will include
making other uses of tracked data, such as assisting in
staff redeployment, providing more effective coverage
for specific geographic areas during emergencies, and
the calculation of human resource allocations where
and when required.

CK TRAAX will permit us to continually develop and
refine targets for the month-to-month performance of
our organization and deliver tighter response and reso-
lution performance to our customers. This project will
develop a new and unique accountability and reporting
structure within the Municipality of Chatham-Kent.

Helen McLaren is manager of information technology 
services for Chatham-Kent. She can be reached at
helenm@chatham-kent.ca. n
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By Norah Prior and Susan Chase
Prior + Prior Associates Ltd.

With the downloading of provincial and federal
programs, and the inability of senior levels of government
to consistently support local government over time,
municipalities are going to have to continue to deliver
on a broader and broader agenda.

Certainly, it is clear that the role of technology in
municipal service delivery will continue to expand.
From a consultant’s perspective, there is already a lot of
very positive activity in municipalities large and small.
How can it be expanded, and what impact might this
have on IT resources?

Over the past few years, the demands for more
sophisticated and enterprise-wide solutions have
increased in number and complexity. Many municipalities
are expecting to implement customer relationship man-
agement (CRM) software in the near future. The barriers
they face include funding constraints, the lack of admin-
istrative or political will, purchasing by-laws and expanded
timelines to implement.

While the demands involve increasingly more 
complex solutions, it is obvious that municipalities are
becoming more and more risk averse. This encourages 
a culture that creates barriers rather than opportunities.
It reduces the ability of organizations to move forward
with projects that can realize significant benefits, if
implemented in a timely and cost-effective manner.

In today’s environment, managing risk has become
everyone’s job.

Municipalities engaged in CRM projects must challenge
the silo mentality that characterizes today’s functional
organization structures. They need to move toward a
central service centre to better meet the customers’
requirements.

Local government has typically been run as a group
of completely separate departments, and technology
has become the enabler to cross departments more easily.
This has been one of the biggest challenges and one of
the biggest risks. If an organization can’t get everyone
on board, a central service can’t work – it will be missing

at least one critical link and will tend to be undermined
over time.

How can municipal governments increase the levels
of automation and implement seamless service delivery,
while at the same time managing risk?

Municipalities need to empower the key stakeholders
to manage risk through strong partnerships, solid busi-
ness cases, clear terms of reference and well-resourced
project plans. Risk is a necessary component of any 
significant project. Every team member needs to learn
how to assess and manage risk, take advantage of
opportunities, and minimize threats.

Senior client managers need to actively sponsor
automation projects for their business units, become
more knowledgeable about how automation can support
their service delivery and performance measurement,
and ensure that their project team is composed of posi-
tive, engaged staff with individual credibility and drive.

To harness all potential benefits, automation projects
must be given proper scope to accommodate changes
in service delivery, business practices and operation 
procedures. Managing scope helps to manage risk by
ensuring that all involved are aware of the pending
changes and do not bring any new issues to be tackled
into the accepted project plan.

Senior client and IT managers must support and
insulate their staff from unnecessary pressure to permit
them to complete the work in a timely and cost-effective
manner.

IT needs to find and keep good project managers
who know the business of local government. By having
a strong understanding of the business as well as of the
technology, a good project manager can minimize the
feelings of threat that are often associated with risk 
or change.

One of the major tasks to be undertaken is keeping
all staff informed of pending changes to their existing
business processes. A good project manager can identify
the benefits of the change and work with the staff to
ensure an understanding of the value of the change, as
well as communicate the positive reasons to everyone.
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One of the largest risks of any project comes from
disgruntled staff or staff unwilling to accept change.

A strong partnership between IT and the client will
naturally provide the checks and balances often sought
through policies, procedures, methodologies and stan-
dards. The parties can still make use of feedback mecha-
nisms, such as life cycle methodologies, by ensuring that
communications track both ways on these cycles
instead of only clockwise.

Only by taking risks can an organization implement
real change. If the organization is too cautious, little is
accomplished since processes remain the same, with
just newer and more expensive technology.

By identifying risk and establishing the means to 
mitigate risk, a project team can move forward and truly
deliver on changes to service delivery.

IT staff need to be encouraged to both accept and
manage risk. Delivering a quality solution pleases the
elected representatives and develops trust and respect,

thereby reducing risk in the future. Senior management
needs to understand the importance of risk as an essen-
tial element of any change process – and respond to it
accordingly.

Norah Prior, nprior@rogers.com, and Susan Chase,
schase@powergate.ca, are consultants with Prior + Prior
Associates Ltd., an associate member of MISA Ontario. n
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By Jody Cameron
Greater Sudbury Development Corporation

Thanks to an initiative called SmartSudbury, the
City of Greater Sudbury, Ontario, is well on its way to
realizing its vision – to become one of the smartest,
greenest and most sustainable cities in the world.

An initiative of the Greater Sudbury Development
Corporation’s e-sudbury.com team, SmartSudbury envi-
sions Greater Sudbury as a community that uses infor-
mation and communications technologies in new and
innovative ways to empower its residents, institutions
and the community as a whole. The program comprises
seven components, including:

• Development of a community Web portal called
MySudbury.ca 

(This includes two other components: CRNet.ca, the
Web site of the Community Resource Network of
Greater Sudbury, and SudburyTourism.ca, the hub 
for tourism partnerships within the city.)

• A geographic information system (GIS) that includes
applications for both internal and external use within
the city 

• Online building permits 

• A virtual museum

• An e-learning pilot project.

Extensive synergies exist among these projects, and
each component makes use of others’ functions.

The City of Greater Sudbury sees technology as a
vehicle to future growth. In the past, municipal and
community information had been fragmented and 
difficult to find, a problem for both residents and those
who work to serve them.

Recognizing the need for improved access to 
information, e-sudbury.com, the technology arm of the
Greater Sudbury Development Corporation, established
the SmartSudbury program. With funds from the
Province of Ontario’s Connect Ontario and GeoSmart
programs, as well as by FedNor, the City of Greater
Sudbury and the Greater Sudbury Development
Corporation, SmartSudbury is working to empower the
community through a socially responsible, interactive
community-based network.

One of the key components is the community Web
portal, MySudbury.ca. Community portals differ from
traditional Web sites in that they are dynamic and inter-
active. Citizens use a portal to go out into the world,
and the world uses it to access the community.

MySudbury.ca, when launched this fall, will provide
one-window access to the Greater Sudbury community
– incorporating everything from human services and

tourism to  garbage col-
lection and health and
wellness. Users will be
given the ability to cus-
tomize the site to display
information related to
their personal interests,
view upcoming commu-
nity events, access
government services in
an intuitive fashion, and
use free Web-based 
e-mail and personal 
calendar capabilities.

MySudbury.ca is also
designed as a tool to help create a more cohesive social
fabric. Each not-for-profit organization will receive an
online workspace within the portal, which can be used
for activities such as document and photo sharing, col-
laboration, fundraising and promotion. Residents 
will have the opportunity to apply for volunteer posi-
tions or create a personal volunteer profile and enable
organizations to recruit them.

The community portal includes several sub-sections,
including CRNet.ca, SudburyTourism.ca, Seniors and
Children. Although the former sections will be managed
by their respective organizations, they are integral
sources of information for the portal and valuable 
project assets.

The content and functionality provided to 
citizens through the community portal and the other
SmartSudbury projects will help to extend the reach of
local government – providing convenient, around-the-
clock service to residents and organizations, as well 
as opportunities to increase their involvement in the
municipal government process. The e-feedback centre
will be used to facilitate virtual town hall meetings.
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Community Portal for Its Future
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MySudbury.ca is being developed by Navantis Inc., a
Microsoft partner, using its Community Municipal Portal
(CMP) solution and other Microsoft-based technology.

“By providing an integrated platform for information
sharing, the City of Greater Sudbury will be able to 
effectively meet the changing needs of its residents for
short-term growth and long-term prosperity,” says John
Kvasnic, CEO and chief architect of Navantis.

The GIS system, which is being developed by
iPLANcorp with funds from the Ministry of Natural
Resources’ GeoSmart program, will be used throughout
Greater Sudbury. It will provide one set of data for all
departments and decision-makers, negating unnecessary
repetition of work.

“Better access to digital land information will permit
planners to make informed zoning and land-use deci-
sions,” says Des McKee, assistant deputy minister of nat-
ural resources for Ontario.

“The technology can be used to determine property
boundaries, plan for green space, design bus routes, or
decide where a new road or mall should go. It can also
improve emergency response time by providing data for
digital maps that drivers can access on a screen to find
the shortest route.”

The GeoSmart project plays an integral role in the
SmartSudbury program, providing “Map-It” functionality
for events, organizations and municipal services.

“GIS offers tremendous potential for us as a city 
and a community,” says Greater Sudbury Mayor David
Courtemanche. “The aim of the GeoSmart program is to
increase municipal efficiencies while improving existing
services between municipal departments and to the
public at large. GIS uses leading-edge technology to
connect people, places and programs.”

Online Building Permits
En route to creating a smart community, the City of
Greater Sudbury is encouraging its residents to embrace
technology. This is a key feature of the online building
permits component of the program. Not only will residents
be relieved of the trip to City Hall to apply for and pick
up their permits, but application turnaround time will be
reduced by as much as 50 per cent, saving time and money
for the City as well as local residents and contractors.

The online process will also ensure proper internal
and external routing of information. Online building
permits are a logical step because the City’s building
inspectors currently use tablet devices to collect infor-
mation. Future plans include the development of a
wireless network.

The SmartSudbury team has chosen CityView
Enterprise, a solution developed by BC-based Municipal
Software Corp., for its online building permits. It is working
in partnership with Pen Systems, a Sudbury-based 
software architecture firm. Pen Systems and the City’s
Building Controls department have been working
together for a number of years deploying the software
solution that enables building inspectors to electronically
collect and manage information using a portable tablet-
based environment.

Municipal Software Corp.’s CityView solution will 
be integrated with Pen System’s Inspector+ software,
enabling the addition of functions relating to the building
inspection and permitting process.

Preserving Heritage Online

Through the creation of a virtual museum, Greater
Sudbury’s heritage museums are using technology to
increase accessibility not only to municipal information,
but also to local heritage information. The content of
the four museums will be digitized and made available
online.

“The Greater Sudbury Virtual Heritage Museum will
keep alive the distinct northern heritage of the various
ethnic groups and the economic influences that helped
shape the Greater Sudbury area,” says Claire Zuliani,
manager of library and heritage resources for the City 
of Greater Sudbury. “The virtual museum will explore
Greater Sudbury’s diverse history and will serve as a
foundation to promote our heritage as well as preserve
it for future generations.”

Through the SmartSudbury program, Microsoft is also
conducting an e-learning pilot project in conjunction
with the Sudbury Catholic District School Board. The
project will use the portal technology to offer advanced
e-learning capabilities. Encouraging youth to embrace
technology through this exciting technological initiative
is a step toward creating a smart community in Greater
Sudbury.

Through the SmartSudbury program, Greater Sudbury
has demonstrated its commitment to using technology
as the vehicle to improve the quality of life for its residents.
Using technology to increase access to information will
not only realize municipal efficiencies – but help to 
create a more cohesive community.

Jody Cameron, project manager of e-sudbury.com with the
Greater Sudbury Development Corporation, can be reached
at jody.cameron@e-sudbury.com. n
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By David H. Leung
DHL Consulting Group

The advent of Internet technology almost a
decade ago has revolutionized the ability of municipal
governments to serve the public. Even so, a good per-
centage of the public still feel dissatisfied and frustrated.
This stems from an exponential increase in information
and technological advances in the production of infor-
mation in multiple formats and repositories.

Gartner Group estimates that knowledge workers,
including customer service staff, spend up to 40 per cent
of their time managing content-related tasks like content
retrieval. Of the content, research has shown that about
80 per cent is unstructured, such as letters and other
paper documents, spreadsheets, e-mail, images and
word-processing documents. We are bombarded with
information – an overload of often irrelevant, out-of-date,
unclear, hard-to-find and inaccurate fragments of data.

What is the major challenge of organizations today?
To share knowledge: to connect information, teams and
associated business processes in ways more relevant to
stakeholders.

What is knowledge management?  The best descrip-
tion can be found in a booklet published by General
Services Administration (a US federal agency) called
Your Blueprint for GSA Knowledge Management: “If the
Internet is about connecting computers, knowledge
management is about connecting minds.”

It is about organizations learning from and sharing
their experiences. Ultimately, the goal is to assist a
group of people who share similar interests or work to
make better decisions.

Why is knowledge management a challenge to
municipalities? Municipalities are unique because each 
is a microcosm of multiple corporations, with different
departments having their own goals, mandates, processes,
standards, external and internal customers, and support
systems. This characteristic makes it more challenging
when government organizations are under increasing
pressure to create e-systems that deliver the same high
level of service and unified content provided by private-
sector companies.

Unfortunately, most municipal Web sites have provided
departmental solutions, with very little integration to
back-end systems for user interaction with vital data.
And the information that is deemed relevant and valuable
to a citizen or a business has to be organized across
multiple departments. Too often, this information comes
from disparate software silos (home-grown and package
applications) and is created by different people working
in isolation from others within and outside of their
departments.

Technology Groups
Knowledge management, the solution to breaking down
such barriers to information sharing, is supported by
four main technology groups:

1. Integrated data stores, which provide real-time
access to enterprise-wide data warehouses that 
complement an individual’s tacit knowledge of how
things are being done

2. Content and document management systems, which
permit creation, publication and maintenance of
information resources (text, images, audio and other
digital assets)

3. Collaborative software that enables sharing and
working together

4. Information portals, search engines and single sign-ons
that harness the power of the Internet to deliver the
right information, in the right format, at the right
time, to the right people.

Together, these core enabling technologies provide a
number of benefits, including:

• Data can be captured once and reused without creating
inconsistencies.

• Data can be made available in a timely fashion and
shared across municipal departments and multiple
levels of government to provide information to 
citizens, businesses and employees.

• User preferences and information requirements can
be identified through analysis of past interactions, so
future service deliveries can be tailored.

• Detection and prevention of identity theft and other
fraud attempts is easier.
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These benefits address the barriers to information
sharing, but municipalities are also concerned with the
quality or value of the information exchange. An emerging
trend is the wider deployment of government-wide 
taxonomies, metadata management and XML-based
standards for information description as part of the
information architecture.

Key Implementation Issues
Just as there are four groups of technologies, there are
four issues that determine the success or failure of an
information-management initiative.

First of all, it is imperative to recognize that knowledge
management is not just about technology. It is about
understanding how people (citizens, businesses,
employees) work, sharing concepts and ideas, and iden-
tifying groups of people who work on similar things and
seeing how they can learn from one another.

Any implementation must recognize the primary
mechanisms by which the target users work and build
the appropriate mix of technology solutions. The “build
it and they will come” mindset should be avoided at 
all costs.

Second, it is critical to be aware of organizational politics
and cultural barriers among different departments. If
overlooked, they often render information integration
projects premature or irrelevant. Properly managed
knowledge-management practices bring a holistic view
of the problems of information integration, help define
priorities, and create a link across the IT and business divide.

Third, whether it is the design of a municipal taxonomy
or a user-friendly collaboration environment, the human
dimension is crucial. Good user interfaces frequently
enhance the experience and provide a more realistic
context for improving communication and sharing within
an organization.

Lastly, launching knowledge management is not 
a trip but a journey. An iterative development and
deployment approach not only reduces implementation
risks but creates a knowledge-sharing culture. Small
changes eventually shift the balance so the benefits of
sharing knowledge become obvious.

Success Stories
A success story is the community portal project in
Nevada County, California, which has a population of
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95,000. Five years ago, the 28 County departments used
different systems to store, organize, and retrieve infor-
mation, with employees operating in a silo mentality.
Today, with the leadership of the chief information officer
to encourage people to work across communities of
interest, a community portal has been created that
stores virtually all County information. It contains more
than 70,000 documents of which 10 per cent are made
available to the public.

Based on statistics collected over 18 months, the Web
portal eliminated 65,000 round-trips for citizens who
could find their forms and information online. Internally,
employees and project teams use the portal to create
minutes, training materials, agendas and other resources
to support their groups.

Closer to home, the
City of Burnaby, a 
suburb of Vancouver
with a population of
200,000, made a deci-
sion in 2002 to procure
a content management/portal software package as a
first step toward harnessing the power and strategic
value of knowledge management.

According to Brian Sameshima, who joined Burnaby
as chief information officer in 1999 from the City of
Richmond,“Everything is going Web-based.

“At the City of Richmond, the biggest bottleneck I
saw was managing the ever-increasing number of 
static and dynamic Web pages, and how information
originating from different departments could be shared
among each other and to the public. In Burnaby, we 
had five Web sites and, except for one, they were all
hosted externally and maintained separately,”
Sameshima says.

“I thought there must be a better and more cost-
effective way to manage all this information and the
associated processes of getting it on to the Web sites.”

An RFP was issued and there were 22 respondents.
They fell into three categories –  the million-dollar
knowledge-management solutions, the middle tier and
the smaller solution providers. Based on a detailed
analysis of features and usability, the solution proposed
by IronPoint Technology was selected.

“It is a middle-tier solution and clearly excels in offering
an easy-to-use interface, yet with flexible and extensible
architecture,” explains Sameshima.

The implementation started in early 2003 with the
Fire Department Web site. The Fire Department was

selected as a pilot implementation because its adminis-
trative staff were most keen to manage and maintain
their own data. User staff members were trained to do
their own editing and publishing, based on the City’s
“look and feel” guidelines for its Web site.

The initial project went smoothly, and plans are now
in place to repatriate the remaining four Web sites.

“The ROI of this pilot project was immediate with
faster turnaround time in the delivery of Web content,”
continues Sameshima.

“More importantly, non-technical staff can now do
many of the tasks formerly performed by technical staff
through a third-party company.”

Building upon this initial success, the City launched
an internal portal
(intranet) to share
knowledge and 
information among 
its staff and users in
three areas:

1. ERP procurement project – requirements, definition
documents, meeting minutes and data flow 
diagrams

2. Human resources – forms, documentation, policies,
benefits and union agreements

3. Energy conservation program – progress reports
and forum for knowledge sharing.

Cultural Challenges

Overall, the portal project met with resounding success
but was not without its challenges.

“The challenges were cultural rather than technical,”
Samashima says. “There were some early struggles in
managing user expectations and making them feel
accountable for their own work.

“Furthermore, users tend to downplay the signifi-
cance of documenting project objectives, scope and
requirements, which in hindsight should be done with
the same vigour as any other IT project.”

The future plan is to integrate other mission-critical
and online applications such as GIS, tax and home-
owners’ grant payments, permit search and possibly 
a citizen portal into the same intranet and Internet 
platform.

David H. Leung is president of DHL Consulting Group,
specializing in e-commerce and e-government applica-
tions. He can be reached at david.leung@telus.net. n
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Showcase Ontario Offers Free IT Training
By Carolyn Houghton Egan

Public-sector IT specialists can
take up to three days of training at
no cost to them or their training
budget at Showcase Ontario, the
largest public-sector training event
in Canada.

More than 5,500 people are
expected to attend Showcase Ontario
2004 at the Metro Toronto Convention
Centre, September 13-15.

“We’d really like staff from the
broader public sector to attend
Showcase Ontario 2004,” says Greg
Georgeff, corporate chief information
officer for the Ontario government
and host of the event.

“For this reason registration fees
(for learning sessions and entrance
to the exhibits) are being covered 
by the Ontario government I&IT
Executive. It’s crucial that we’re all on

the same page – talking, working
together and learning from each other.”

Several municipalities will be
demonstrating community-access
portals on the exhibit floor including
Chatham-Kent, Windsor-Essex and
Oxford County. The Web-based
applications generally provide a 
one-stop source for community
information and services, extended
hours and integrated delivery of 
e-service initiatives from a number 
of organizations.

Conference sessions are also 
targeted to municipal staff. For
example, John Davies, executive
director of I&IT at the City of Toronto,
will make a presentation on the
vision, framework and progress of
eCity projects such as 311, a pro-
posed telephone access service for
non-emergency municipal govern-
ment services.

“Municipal e-Government
Achievements” and “E-Consultations”
are the focus of workshops put on by
the Ministry of Municipal Affairs and
Housing.

Interactive computer workshops
include XML Web services and cover
topics such as industry standards
(including  SOAP and WSDL), and 
creating, publishing and accessing
Web services.

A session on ASP.net will explore
its advantages, executing pages, cre-
ating Web forms and applications,
and adding code.

Registration for education 
sessions can be done online at
www.ShowcaseOntario.com.

Carolyn Houghton Egan is creative
communications specialist with 
the Office of the Corporate Chief
Information Officer, Management
Board Secretariat.

Report Examines Municipal Priorities Kamloops Wins
Award for GIS

The Institute of Public
Administration of Canada (IPAC) has
released a report examining how
municipal governments set priorities
and make political decisions, including
those affecting IT initiatives.

The report, Making Connections:
Municipal Governance Priorities
Today, is based on presentations at
an IPAC conference called Setting
Priorities in Municipalities, held in
the fall of 2003.

“The process of choosing priori-
ties at the municipal level in Canada
is as mysterious as it is important,”
Judy Rogers, city manager of

Vancouver and president of IPAC,
said in a release. “The manner in
which decisions are made is a com-
plicated process that involves many
governments, many decisions, and
the unique interplay of political and
administrative forces.”

The report includes a section
that looks at the opportunities 
provided by leading initiatives to
harness information and knowledge
in the interest of more effective 
governance strategy.

The report is available on the
IPAC Web site, www.ipac.ca. Hard
copies can be purchased for $15.

The City of Kamloops, BC, has
received an Award of Excellence
from ESRI Canada in recognition 
of its innovative application of
enterprise GIS technology.

Adam Chadwick, GIS manager
for Kamloops, accepted the award
June 24 at ESRI’s Interior Pacific
Regional User Conference in
Penticton from Myron Doherty,
Pacific region manager for ESRI
Canada.

Kamloops will be host city for
the 2005 MISA BC Fall Conference.





SECURITY ISSUES

A Fruitful Conversation
By Roy Wiseman
Chief Information Officer/Director, Information Technology Services

Regional Municipality of Peel, Ontario
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On June 24, 2004, representatives from the
Province of Ontario Corporate Security Branch partici-
pated in a conference call with security specialists from
eight of the larger Ontario municipalities. Results of that
call might ultimately prove beneficial to municipalities
of all sizes in Ontario and provide some ideas for munici-
palities in other provinces.

The call was seen as a first step in improving provincial-
municipal cooperation on cyber-security issues in Ontario.
Three objectives were identified:

• Improve information sharing on cyber security issues
among municipal and provincial practitioners

• Discuss specific ways in which the Province of
Ontario Information Protection Centre (IPC) can work
with at least the larger Ontario municipalities to
enhance our cyber security

• Improve security for the broader public sector in
Ontario.

Municipal participants provided brief overviews of
the security environments of their municipalities. They
have substantial security infrastructure in place and
have been reasonably successful in dealing with threats.

Nevertheless, most or all jurisdictions could report on
security incidents within the past two years that resulted
in minor to significant loss of productivity. Many were
apparently caused by connecting “foreign” devices to
corporate networks. A common example is the computer
being infected when it was outside the protection of the
corporate network, subsequently infecting other computers
when it was reconnected.

Dale Tasker provided an overview of IPC, which he
manages. The centre is responsible for the security of
about 60,000 workstations and 2,000 servers within the
Ontario public service. It also supports the seven business
clusters through which I&IT applications are delivered to
all provincial ministries. Not surprisingly, the IPC uses a
range of sophisticated tools to provide security for
Government of Ontario computers and networks.

A number of services were identified that IPC could
potentially make available to municipalities – some at
no charge and others for a fee, which would generally

represent any incremental costs of providing the service.
Identified services included:

Security alerts –  IPC provides alerts to internal
clients. Larger Ontario municipalities could be added 
to the alert distribution list at no cost.

Incident response – IPC uses a service to notify key
contacts during a security incident. It is possible to
bring in industry experts to provide further advice for
prevention or remediation. A limited number of municipal
representatives could possibly be included in this inci-
dent management process.

Network monitoring – IPC monitors network sensors
for all Ontario ministries. This service could be offered to
municipalities for a fee on either a 7x24 basis or just out-
side normal business hours.

PKI certification – IPC could provide a range of PKI
services to municipalities, including certificate and regis-
tration authority services. Specific services would be
subject to further discussion and would be for a fee.

Security policies, procedures and best practices –
the Province has 700 pages of security policies, proce-
dures and best practices. Selected municipal represen-
tatives could possibly be provided access to this material.

Security training and awareness – IPC offers security
training and awareness to provincial staff and has devel-
oped training/awareness presentations and other material,
which could possibly be made available to municipalities.

Disaster recovery – the Province is issuing an RFP for
disaster recovery service. There may be an opportunity
for municipalities to take advantage of whatever service
is selected (for a fee).

At the end of the meeting, it was apparent that there
were grounds for continuing the discussion. This will
occur during the MISA IT Security Conference in Ottawa
on October 21-22 (see article on page 8).

The ideas discussed during our conference call – and
the many more ideas to be presented at the Ottawa
conference – could well be helpful to all municipalities.

wisemanr@region.peel.on.ca n
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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

Stephen Douglas, PSCIOC-PSSDC Secretariat

416-212-4815, stephen.douglas@mbs.gov.on.ca

Jean McNulty, Ontario Management Board Secretariat

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

2005 MISA CONFERENCE

Harry Turnbull, City of Windsor

519-256-9500, hturnbull@city.windsor.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

506-658-2853 bill.todd@saintjohn.ca

Prairie
PRESIDENT  Peter Bennett, City of Winnipeg

204-986-2495 pbennett@winnipeg.ca

VICE PRESIDENT  Georganne Dupont, City of Airdrie

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

TREASURER  Murray Chapman, Strathcona County

780-464-8108 chapman@strathcona.ab.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

PAST PRESIDENT  Frank Mayhood, City of Kamloops

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

TREASURER  David Hennigan, The Capital Regional District

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

SECRETARY  Nasim Karsan, City of Richmond

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

Committee Chairs

LIAISON WITH SISTER ORGANIZATIONS  

Per Kristensen, City of Nanaimo

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

MEMBERSHIP  Steven Garner, District of Central Saanich

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

NEWSLETTER  Vic Morcom, City of Abbotsford

604-853-2281 x 241, vmorcom@city.abbotsford.bc.ca

VENDOR REP  Tia Young, eVerity Solutions Ltd.

604-435-1250, tyoung@everity.ca

WEB SITE  Doug Rasmussen, City of Kelowna

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

Ontario 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, Region of York

905-830-4444 x 1752 louis.shallal@region.york.on.ca

Roy Wiseman, Region of Peel

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