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KEEPING IN TOUCH

Sharing on the Mountain
By Kathy Yung
President, MISA BC

NOVEMBER 2004
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As Whistler mountain receded in my rear view
mirror, the theme of the conference,“Climb Your Own
Mountain,” kept coming back to my mind. Keynote
speaker Dave Rodney really drove home his message –
that we should be encouraged and empowered to climb
above and beyond our next Everest with new attitudes,
actions and appreciation, as he put it, for the mountains
that we have already “summited.”

As a rapidly growing association, MISA BC has climbed
many mountains in the last few years. Some have been
satisfying while some have proved steep but, upon
reflection, they all represented different stages in achieving
the goals and objectives of the organization. Our main
purpose remains networking and sharing resources,
being the recognized voice for local administration, and
promoting effective and efficient governance.

In keeping with this goal of networking and sharing
resources, the Executive and the Conference Committee
have reintroduced the municipal roundtables from our 
previous Comdex get-togethers. As our membership
continues to grow, this format of dividing the group into
three sub-groups by population has created opportunities
to share projects, concerns and common interests. It is
our hope that, as MISA BC continues to grow, we won’t
lose touch with the values that brought us together in
the beginning.

Becoming the recognized voice for local government
information and communication technology is not an easy
mountain to climb. After more than 10 years of building
relationships with MISA Ontario and other government
agencies, MISA BC is now being asked to join various
committees as representatives of local government. Judg-
ing by the enthusiasm of vendors’ participation in the
conference sponsorship and sold-out vendors’ booths in
the last few fall conferences, MISA BC has slowly become
the leading group for information and communications
technologies as applied to local governments.

With additional talents and resources, conference
sessions increased to almost 50, within three tracks, at
the 2004 conference. Topics ranged from performance
measurement to GIS, IT security to mobile workers, ITIL
best practices to citizen-centric government. Municipal

showcases featured presentations of new and innovative
municipal systems, processes and technologies.

In the last few years, each conference committee has
managed to create something very unique for us to
remember. The creativity and dedication of the confer-
ence committee members made the Whistler conference
a memorable one for all of us.

MISA BC is also increasingly involved in the Public
Sector CIO Council and having a voice in three-level
government projects. It is important for municipalities
to be involved in the policy and the strategic direction of
e-identity and network infrastructure from the beginning.
The upcoming La Carling 2005 Conference (May 15-17)
should also provide us with in-depth understanding of
many new joint government projects.

Becoming a non-profit society is one of the steeper
hills we have climbed in the last few years. It took more
than a few sets of committee members to comb through
the details of legislative requirements, to review the 
documents over and over again, and to maintain the
perseverance to finally push it through. Achieving non-
profit status has enabled MISA BC to establish a formal
budgeting process and a better organizational structure.
We can move forward now and join other regional MISA
organizations in forming MISA Canada at last.

Our immediate plans include revamping the MISA 
BC Web site to serve our members better. The link to
CivicInfo for accepting purchasing cards for conference
registrations proved popular, and the expansion to the
vendor community has also been successful. A new
committee is overseeing the development of the new
secured Web site, and we hope that the first prototype
will be available within a few months.

I would like to thank our dedicated officers and the
members of the executive committee. Without their
commitment and hard work, it would be impossible for
us to enjoy our excellent programs and activities. It’s also
gratifying to see so many more members getting involved.

We can only enjoy the satisfaction of fulfilling our
dreams when we take the steps to climb the mountain.
May you find strength and joy in your journey.

kyung@city.new-westminster.bc.ca  ■
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MISA NEWS ACROSS CANADA

Three Government Levels Come Together
To Confront Fast-Growing IT Security Threat

Ontario Offers Aid to Municipalities 

2ND ANNUAL MISA IT SECURITY CONFERENCE

Representatives of three levels of government joined in a presentation at the end of the
MISA IT Security conference: from left, Julie Spallin, manager of the Canadian Cyber
Incident Resonse Centre, PSEPC; Barbara Hibbins, IT Security Branch, Province of British
Columbia, and chair of NCSIP; and Claire McKay, manager of technology infrastructure,
Region of Peel, and the MISA representative on NCSIP.

The Corporate Security Branch
(CSB) of the Province of Ontario
Management Board Secretariat is
taking steps to provide a more secure
cyber environment for Ontario
municipalities and their residents.

Officials of the branch announced
new collaborative security initiatives
at the MISA IT Security Conference
in Ottawa on October 22.

CSB is offering secure access to
the provincial Corporate Security
Extranet Site. This site provides rele-
vant, up-to-date security informa-
tion, including security standards,
directives, best practices, policies,
procedures, white papers and rudi-
mentary training packages. The
extranet provides an excellent
resource for municipalities to review
policies and standards established
by the Province of Ontario.

CSB is also offering an e-mail 
service providing security advice,
alerts and bulletins to municipalities
at any time. This service is part of
the Province of Ontario Information
Protection Centre.

The Province is also offering to
collaborate with municipalities 
in its upcoming RFP for Disaster
Recovery.

Finally, CSB and a few MISA
municipalities have begun a pilot
project to test a call-out and confer-
ence-call procedure for handling
severe cyber threats.

Ontario municipalities interested
in these services can contact Dale
Tasker (dale.tasker@mbs.gov.on.ca)
for further information.

By Claire McKay
Manager, Technology Infrastructure
Region of Peel, Ontario 

The 2nd Annual MISA IT
Security Conference in Ottawa 
produced a breakthrough in collab-
oration among the three levels of
government, with officials promising
unprecedented cooperation to
improve IT security.

Senior security officials from the
federal, provincial and municipal
governments pledged to share
information and resources to 
combat rapidly developing threats
to government networks.

“This is the first time that the
three levels of government have 
got together and co-presented in 
a forum on cyber security,” noted
Julie Spallin of Public Safety and
Emergency Preparedness Canada
(PSEPC), manager of the new
Canadian Cyber Incident Response
Centre, during a panel presentation
at the close of the conference at
Ottawa City Hall on October 21-22.

Spallin said the federal government
needs to develop a national opera-
tions plan for responding to cyber
incidents and wants municipal 
participation to ensure coordinated
responses.

The National CIO Council 
Sub-committee for Information
Protection (NCSIP), meanwhile, has
approved a security classification
guide and is preparing training
vignettes and a common assessment
tool, all of which will be available to
municipalities, reported Claire McKay
of the Region of Peel, Ontario, the
MISA representative to NCSIP.
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The conference, conceived and
organized by the City of Ottawa with
sponsorship from MISA Ontario,
drew about 125 participants from
coast to coast.

Thirty-one municipalities, three
provincial governments and four
federal departments were represented,
reported conference chair Fraser
Hirsch, manager, IM/IT security for
the City of Ottawa.

The conference featured 24 pre-
sentations ranging from management
and technical sessions to reports
from national security organizations
and the RCMP.

Theme of the conference was
“The Threats from Within.” Delegates
heard chilling evidence of new types
of threats from devices and malware
that are unfamiliar to many municipal
IT professionals.

Henry Psenicka, coordinator of IT
operations for the Town of Milton,
Ontario, reported that, while driving
to the conference, he had detected
the presence of 270 WiFi devices
within range of his laptop, 41 of
which were unprotected from 
unauthorized access.

Greg Young, research director of
Gartner Inc., said enterprise losses
from spyware are predicted to exceed
those from viruses within two years.

Bob Nanke, IT security coordinator
with the City of Calgary, said the City’s
spam detection software intercepts
1 million messages a month, of which
15 to 20 per cent have malware
imbedded in them.

Presentations addressing such
issues will form the basis of articles
in the January 2005 issue of
Municipal Interface.

The next MISA IT Security
Conference will be held at Peel
Region in the fall of 2005.

NOVEMBER 2004
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CONFERENCE SPONSORS

Above left, Wilson Chan and Danielle Katic of
Symantec Canada talk with visitors to their
booth in the sponsors’ display area.
Above right, MISA Ontario President Kathryn
Bulko of the City of Toronto greets delegates.

Conference chair
Fraser Hirsch of the
City of Ottawa, left,
discusses manage-

ment challenges on a
panel with Bob Nanke
of the City of Calgary

and David Black,
senior IT security

consultant with 
the RCMP.

• Bell Security Risk
Management
Solutions

• BorderWare

• CGI

• Cinnabar
Networks

• Computer
Associates

• Cyberklix

• Microsoft
Canada

• Ontario
Corporate
Security

• RSA Security

• Sensible
Security
Solutions

• Symantec

Above, Jim de Hoop of the City of Kingston,
past president of MISA Ontario, left, passes
contact information to Doug Whyte of
Ontario’s Corporate Security Branch for 
purposes of receiving cyber alerts.

Mike Farbotko of the City of Burlington, Ont.,
right, and Karl Drysdale of the City of London,
and secretary of MISA Ontario, chat with Tricia
Stuart of Cyberklix.

Janet Harris-
Campbell, new

CIO of the City of
Ottawa, thanks
the conference

organizers.

Above, Dale Tasker, left, manager of
the Ontario government’s Information
Protection Centre, receives a speaker’s
gift from conference convenor David
Kelly of Ottawa IM/IT Security.
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MISA BC Associate Members – 2004
We are grateful for the support and participation of the following 30 associate members:

Alcatel Canada

Avocent Canada

ComVault Systems Canada

Com-Tech Learning Solutions

Dayton and Knight Ltd.

Dell Computer Corporation

Diamond Software

GIS Innovations

Global CADD Systems Corp.

Ikon Office Solutions

Inform

Information Builders

Intergraph Canada Ltd.

Island Internet

Kinetix Wireless Inc.

Kronos Computerized Time
Systems

Lexmark Canada

McElhanney Consulting
Services

Metafore Corporation

Microserve

Navigata Communications

Omega Communications Ltd.

Pacific Alliance Technologies

PCS Wireless

Presinet Systems

Synertech Systems
Corporation

Syscom Consulting

Telus

Tempest Development Group

Teraspan Networks

People &
Appointments
At the City of Ottawa, Janet Harris-
Campbell is the new director of
information technology services
and chief information officer, effec-
tive September 21. She joined IT
Services as a division manager in
2001 and was responsible for
establishing the IM/IT Project
Management Office. Since June
2003 she had been manager, infor-
mation management.

Greg Geddes, Ottawa's previous
director of IT services and CIO, has
been promoted to chief corporate
services officer.

Georges Moreau retired Oct. 15 as
manager of business applications
with the City of Greater Sudbury.
He was a member of the MISA
Ontario Executive for many years.
Moreau had 23 years of service
with Sudbury and was director of
information technology for the
Regional Municipality of Sudbury
before it amalgamated with the
surrounding seven cities.

MISA NEWS ACROSS CANADA

Vision for MISA Canada
Begins to Take Shape
The work of building MISA
Canada has formally begun.

Representatives from all four
MISA regions have undertaken 
discussions to find consensus on
principles and purposes that could
serve as the foundation for a national
organization.

Known informally as the “Group
of 8,” they volunteered last spring 
at the Lac Carling conference to
spearhead attempts to create MISA
Canada in time for a formal launch
at Ottawa in June 2006.

The group met by teleconference
for the first time October 25 and will
meet again November 22 to continue
discussions on key issues, particularly
the relationship between a national
body and MISA chapters.

With the approval of chapters,
the group is now being called the
MISA Canada interim executive.
Serving as chair is Kevin Peacock,
branch manager, Corporate

Information Services, City of
Saskatoon.

The October 25 meeting produced
broad agreement that a national
organization is needed to help give
municipalities authoritative repre-
sentation on committees and 
projects that bring together all
three levels of government, such 
as those of the Public Sector CIO
Council and its subcommitees.

Executive members are drafting
a mission statement for MISA Canada
with this in mind.

At a meeting October 29, the
MISA Ontario Executive agreed to
match funds set aside by MISA BC to
provide initial financial support for
MISA Canada.

Members of the interim executive
are: Peter Bennett, Winnipeg; Per
Kristensen, Nanaimo; Gerry Matte,
District of Saanich; Daya Pillay,
Halifax; Louis Shallal, Region of York;
and Roy Wiseman, Region of Peel.

MUNICIPAL Interface NOVEMBER 2004
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PERFORMANCE MEASUREMENT

Vision of Integrated City
Earns High Marks For Halifax
Results of Corporate Scorecard Initiative Reflect Change in Culture

By Jennifer Barron, Hansen Canada
and Don Crawley, Halifax Regional Municipality

Halifax Regional Municipality (HRM) is taking a 
progressive approach to performance measurement with its
Corporate Scorecard initiative – and it’s seeing significant
results in just a few years.

The Corporate Scorecard initiative is based on a manage-
ment concept developed by Robert Kaplan and David Norton,
first as an article in Harvard Business Review and then as a best-
selling business book. Their concept provides a framework for
measuring the performance of an organization.

Similar to Kaplan and Norton’s concept, the HRM Corporate
Scorecard encompasses four theme areas, including:

• Safe Communities

• Excellence in Service Delivery

• Excellence in Governance

• Healthy, Sustainable, Vibrant Communities.

For each theme area, HRM identified corresponding 
“outcomes” and “indicators” – events or changes that show
progress toward reaching the Scorecard’s objective.

For example, under the theme Safe Communities, one 
outcome is “timely and appropriate emergency response.”
This outcome is indicated not just through the number of
responses to 911 calls by emergency crews, but by the 
number of these calls responded to in a timely, effective 
and efficient method.

“The Scorecard initiative is not a set of new priorities for
HRM but rather a tool to explore how to improve long-term,
corporate-wide performance and decision making,” says Betty
MacDonald, director of governance and strategic initiatives.

“With this tool we can measure the organization’s perfor-
mance as a whole, as well as identify and recognize trends so
that we can do the ‘right things the right way’ with regard to
our citizens’ and taxpayers’ expectations.”

Building an Integrated City

The past few years at HRM have seen several
changes and new initiatives to identify and
improve the services and programs that are
most important to the community. From an
internal standpoint, establishing streamlined
operations, communications and information
sharing were key to meeting community
needs. Also key was fostering a new approach
to service-centric thinking.

As far back as 1996, the value of greater
integration was being identified, particularly
following the amalgamation of the former
cities of Halifax and Dartmouth, the towns of
Bedford and Sackville, and the County of
Halifax into Halifax Regional Municipality.

“Our vision of an Integrated City is about
customers – citizens, business, taxpayers,
tourists, other levels of government – getting
what they need when they come to the
municipality looking for service,”says MacDonald.

“While it is not about technology, we 
recognize that technology is definitely a key
enabler. It's about creating a service culture in
HRM, and it’s largely a change-management
initiative.”

Internal daily operations had to be integrated
and streamlined from a work- and data-man-
agement perspective to better understand
and meet the external needs of citizens. HRM
supported this approach by implementing
Hansen Information Technologies’ Enterprise
Operations Solutions to integrate the munici-
pality’s business and operational processes.

Hansen provides HRM with fully integrated
modular software designed to streamline 
government operations across the enterprise
– from the call centre to permitting, licensing,
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bylaw enforcement, asset management, staff in the field
and more.

“The Hansen system permits us to track all of the calls
we receive in our call centre by category, how quickly
they were responded to, how many are outstanding and
for what reasons, and individual comments on the
issue,” says MacDonald.

“Depending on the nature of the call, it can help us in
any of our four Corporate Scorecard themes.”

HRM collected performance-measurement data from
a variety of sources including surveys, budget consulta-
tions and various public input forums. Now, positive
Corporate Scorecard results show that their efforts are
paying off.

Scorecard Results

According to MacDonald, the Corporate Scorecard is a
journey, not an end. The first Scorecard results indicate
that the municipality is definitely on the right track
when it comes to performance.

For example, under the Safe Communities theme,
some of the result highlights include citizen satisfaction
rates of 100 per cent with the fire department and 84
per cent with police response in an emergency. At least
93 per cent of citizens feel safe in their communities and
public buildings.

Under the Healthy Sustainable Vibrant Communities
theme, HRM found, among other things, that 95 per cent
of citizens agree the municipality is a great place to live
and work, 89 per cent of citizens feel satisfied with their
average commute time to get to work, and solid waste
diversion rates are up 53.6 per cent since 1989.

For Excellence in Governance, result highlights
showed 89 per cent of citizens agree they are treated
fairly by HRM, 79 per cent of citizens are satisfied with
the service by HRM Council, more than half of the citizens
polled feel HRM is doing a good job working with
provincial government, and 71 per cent are confident
HRM is managing is finances in a responsible manner.

Finally, result highlights for Excellence in Service
Delivery reported that 87 per cent of citizens are satisfied
with municipal services, 85 per cent are satisfied with
service of staff, and 63 per cent agree they receive good
value for property taxes paid.

Next Steps

The first Corporate Scorecard will be used by HRM in many
ways including the development of new targets and
benchmarks, the identification of quality-of-life-indicators,
and recommendations involving service efficiency.

For HRM, its Corporate Scorecard is just the beginning.

“We know the first Corporate
Scorecard is not perfect, but it is a
step in the right direction to better
understanding and meeting our
citizens’ expectations of their 
government,” says MacDonald.

“We intend to use the Scorecard
as a foundation for continuous
improvement in our service 
delivery.”

Jennifer Barron, proposal/commu-
nications coordinator for Hansen
Canada, can be reached at 
j.barron@hansencanada.ca.

Don Crawley is manager, integrated
city governance & strategic 
initiatives for Halifax Regional
Municipality. He can be reached 
at crawled@halifax.ca. ■
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By Biju Misra, Town of Markham 
and Rhonda Bosch, Consultant

The Town of Markham, Ontario, is a leader in
customer-centric government. Its corporate image
speaks of innovation – innovation based on leadership
in technology combined with investments in employee
training and development, which lead to new business
processes for the community’s benefit.

In the fall of 2001, Markham embarked on a project
to identify and validate its core services. This process
provided an opportunity to review and assess the service
activities of the corporation and enable improvements
in program delivery, organizational structure, fiscal
responsibilities and accountability.

One of our strategic initiatives was to set up a
Corporate Contact Centre to provide one-stop service
for citizens. Its aim was to lower the cost of services and
enhance service quality by consolidating resources that
were formally dispersed across the business into one unit.
The Contact Centre was launched in April 2003 with the
tools, training and technology to provide consistent and
timely service to citizens.

The Contact Centre tracks Markham’s pulse. Set up to
enhance customer service, measure results, and provide
reporting for partner departments, management and
council, the Centre was up and running in record time.
(However, it still continues to be a culture change for 
the organization.)

To determine our abilty to deliver services as well as
measure the effectiveness of the new Contact Centre, we
developed a performance management and measurement
program, using the Balanced Scorecard approach.
Developed by Robert S. Kaplan and David Norton, this
process is used to evaluate and compare outcomes 
relative to organizational goals and objectives.

Our Approach

The Balanced Scorecard (BSC) enables an organization
to translate vision, mission and strategy into action by
evaluating both financial and non-financial aspects of

the business, in order to continuously improve perfor-
mance and results. It provides a comprehensive picture
of business operations and communicates the business
goals and strategies at all levels of an organization. It
also suggests that an organization can be viewed from
four perspectives: customer, internal processes, financial,
and employee learning and growth. Performance mea-
sures should be developed, collected, and analyzed
based on these four perspectives.

To create an effective scorecard, the first step is to
create a strategy map. This map is a diagram that
describes how an organization or business unit creates
value by connecting high-level objectives in explicit
cause-and-effect relationships with each other. The four
perspectives guide the identification and development
of high-level objectives and their impact on the value
created by the organization.

Our first step was to assemble a team and develop a
strategy map, which identified the high-level objectives
for the Contact Centre in creating customer value.

Some of the key objectives were:

• Customer satisfaction – the extent to which the Town’s
perceived performance matches citizens’ expectations.
Measuring this enables the organization to better
meet the needs of the customer and understand the
barriers in the delivery of exceptional service.

• Customer experience – the overall experience of the
customer is what produces the corporate image.
Measuring this characteristic is an indicator of how
the organization is perceived within the community.

• Training – employees need to be trained and empow-
ered to broaden their competencies to skilfully connect
with the public.

• Staff satisfaction – employees want to feel that they
are making a positive contribution to the organization.
Recognizing and praising staff has immediate benefits
– boosting employee morale, customer care and
reduction in turnover.

• Operational effectiveness – measuring operational
processes is vital for day-to-day productivity and 
performance.

NOVEMBER 2004
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Achieving Strategic Objectives
Using Performance Measurement
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• Financial efficiency – cost data provide information
relating to the expenses associated with each cus-
tomer contact. This also includes the management
of operating and capital budgets.

Defining the high-level objectives is a critical step
because it is the source of the Contact Centre’s key 
performance indicators. A strategy map was created,
and it became our reference document for building the
scorecard. The strategy map is shown below:

Once we had established the key objectives (that 
create value for the customer) and the key performance
indicators (that measure our progress toward being the
best in customer service delivery), we set out to build
the Balanced Scorecard.

The Contact Centre scorecard has a minimum of two
key performance indicators for each of the defined high-
level objectives. Choosing the key performance indicators
was critical to ensuring feasible information gathering
while providing continued business value. The number
of key performance indicators  measured will increase in
the future as information that is required to manage the
business is gathered.

The Contact Centre has been gathering operational
statistics since April 28, 2003. Establishing a comprehensive
performance measurement and management program
was part of our goal for understanding and improving
organizational performance. We believe that our scorecard
will evolve over the next six to eight months as we fine
tune it to account for other factors affecting the business.

The Contact Centre will start maintaining and reporting
the scorecard as of Jan 1, 2005. We are developing a 
system that will not only show current standings but
also track and visually display trends. The scorecard will
be generated monthly so that the business can make
the decision required to enhance performance.

Lessons learned

Start small. Measuring too many indicators (for the
whole organization) will definitely kill the program.
Begin with a small but important set of indicators, ideally
in one department. Implementing a performance-
management program is an evolutionary process, and
changes will come about as people get comfortable
with it and understand how it can benefit them.

Collect the right things, not everything. Develop
indicators that are easy to gather and manage but have
value in managing the business. If there are new indicators
to be measured, then understand the cost of the effort
compared with the benefit to the business.

Communicate the value. Talk about the business
value of embarking on a performance measurement
and management program to everyone involved. What
is it?  How does it work?  What will happen to the results?
How will it be managed?  These are some of the issues
to address. Also, staff commitment is essential and will
determine the program’s success.

Continuous feedback is critical. All performance
measures and their intent must be clearly communicated
to ensure continuous improvement of the measurement
program and the value it delivers to the business.

Use performance measurement for the right reasons.
Remember that it is about understanding the barriers
that are getting in the way of an organization or depart-
ment accomplishing its strategic objectives. Use this
information to be proactive in business improvement,
rather than punishing business units that have embarked
on the program. Use the data to help business units be
more effective and to manage their business better.

Biju Misra is manager, strategic IT initiatives at the Town of
Markham. He can be reached at bmisra@markham.ca.

Rhonda Bosch is a consultant specializing in corporate
effectiveness in both public and private sectors. Most recently,
she led the Town of Markham in process re-engineering,
design and implementation of the Contact Centre. She can
be contacted at rbosch@rogers.com. ■
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Contact Centre Strategy Map
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In today's changing government environment,
municipalities are facing tighter budgets,
amalgamation, reduced staff, and increasingly
higher demands. In addition, changes to
municipal legislation and liability concerns are
putting tremendous pressure on municipalities to
maintain accurate and up-to-date records of
assets including location, condition, reported
problems, work performed, and life-cycle status. 

In response to these changes, ESRI Canada has
developed a complete asset management and
maintenance management solution for
municipalities. The solution provides
municipalities with a spatially-enabled tool to
inventory and manage assets as well as create
service requests, work orders, inspections and
tests, work tasks, and resource tracking.

For more information please contact
info@esricanada.com or 1-800-GIS XPRT.

Benefits of ESRI Canada’s solution

Inventory all asset groups including water, traffic, facilities, etc.

(utilize our free data models).

Support many business functions including maintenance,

operations, performance analysis, by using a single "scale model"

of your network in the geodatabase.

Assess total operating costs including historic maintenance costs,

replacement costs, and asset depreciation.

Avoid liability claims by demonstrating adherence to minimum

maintenance standards.

Access work details, asset details, and maps in the field through

either wireless or disconnected devices.

Make more informed decisions by viewing problems, work, and

assets in an integrated map view.

with CityworksManage your Assets
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By Michael Curri
Strategic Networks Group Inc.

The Township of South Dundas took a bold
step in the year 2000 when it decided to invest public
funds in a community fibre network – a project which
brought this rural Ontario community into the 21st 
century with a bang.

Throughout this project South Dundas did a remark-
able number of things right. As the caretaker of public
funds, it recognized early on that it would be held
accountable for the results.

In anticipation of the questions it would be asked
when the project reached completion, the township
took two key steps.

First, it benchmarked the community’s economic 
status pre-fibre, before the existence of the broadband
network. This included the recording of present and 
historical local employment profiles and numbers, along
with the determination of the employment trends during
the decade leading up to their decision to deploy a
community fibre network.

Second, after the network was deployed, it monitored
the economic effects, measuring job gains in the com-
munity as being directly and indirectly related to the
investment in community fibre.

As an outcome of this initiative and careful monitoring
and reporting of results, South Dundas Council could
confidently tell ratepayers that the initiative had success-
fully reversed a decade of economic decline within 
the community.

Employment figures, which had been dropping at a
rate of 60 positions a year, were on the increase, and more
than 700 new jobs had been created in a community of
11,000 during the 18 months following the lighting of
their community network in 2001.

But sometimes life isn’t fair. After taking a bold
decision, benchmarking the community's economic
status, and then demonstrating enormous success
through a comprehensive followup study, the council
that made this decision was then overwhelmingly
voted out of office by disgruntled voters during the
2003 municipal election.

Rather than seeing themselves as the recipients of 
all the benefits that go with the 700 new jobs that were
added to their community, most voters accepted the
opposition view that the community-fibre network 
represented an unfair subsidy to a small number of
wealthy employers.

So what are we to learn from this experience?

• Voters are fickle.

• It’s better to preside over a declining economy than
to make the necessary changes needed to fix it and
then get fired.

• We should expect politicians to do the right thing
even if we fire them for it.

• None of the above – voters did not know how the
fibre project had fundamentally changed their 
local economy.

For an answer to this question, I look to a somewhat
more celebrated innovation project – the US space 
program. It was John F. Kennedy's public challenge to
put a man on the moon by the end of the decade that
mobilized an entire nation to support such an investment
in innovation. By the end of the decade, almost every
American felt that this remarkable achievement by their
administration was in fact their own personal achievement.
Not so in South Dundas.
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PERFORMANCE MEASUREMENT

Communication
Must Be a Part
Of Performance
Measurement

Michael Curri: “The most significant change we are required 
to make with technological innovation is not in our technology,
but in ourselves.”
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What are the differences in the two examples?

In the US case, a clear public goal was established
and communicated to American citizens. Progress
toward the goal was publicized throughout the project
and, in the end, citizens were congratulated by their
administration for their achievement in being the first
nation to put a man on the moon.

The lesson that I take from this is that there are three
– not two – pillars to managing the process of community
innovation. These are:

1. Benchmark your pre-project economic status.

2. Measure changes that occur in response to innovation.

3. Communicate, communicate, communicate.

Communicate before you proceed, communicate as
you proceed, and celebrate when you succeed.

To disregard the first two pillars is to disregard the
principals of sound public management and account-
ability. To disregard the third pillar is to fail to recognize

the true nature of innovation. The most significant
change we are required to make with technological
innovations is not in our technology, but in ourselves.

Both the US Space Program and the South Dundas
community fibre project have left their respective com-
munities with a legacy of economic and social benefits
that will last for decades to come.

If we hope to continue to have publicly led innovation,
we must respect all three pillars. The first two represent
our responsibility to set goals and measure perfor-
mance. The third represents our responsibility to recog-
nize that, to be legitimate, the workings of publicly funded
programs must be made visible, and must be carried
out with the full support and consent of the people
who pay for them.

Michael Curri is president of Strategic Networks Group Inc.
of Ottawa. He can be reached at mcurri@sngroup.com. ■
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By Lawrence Moule
Co-editor, Municipal Interface

A municipal IT department is a stressful place
these days. Each new issue or project brought before
council puts even more demands on IT resources – 
but these resources never seem to increase. Municipal
IT professionals can be forgiven for feeling underappre-
ciated and overwhelmed.

Climbing a mountain can help put it in perspective.

That’s what the MISA BC Fall Conference did in
Whistler on September 14-17. Delegates arrived feeling
beleaguered, but the conference gave them reasons to
be encouraged and invigorated.

It combined the warm feel of a community fall fair, the
intensity of a fast-track executive development program
and the exuberance of a 10th-anniversay party – which,
for MISA BC, it was.

With almost 50 presentations, a sold-out trade show
and some exhilarating social and networking events, the
conference was more than successful – it was, in the
words of a number of delegates, inspirational.

The tone was set from the start by an extraordinary
opening keynote presentation by Dave Rodney, the only
Canadian to climb Mount Everest twice.

Rodney did not give a speech as much as a one-man
theatrical show in constant motion. He kept his audience
spellbound by his descriptions and demonstrations,
videos and photos showing what it is like to try to meet
a goal at the top of the world. Everything must be done
in slow motion, the body eats away at itself, and fatal
accidents can happen at any moment.

Linking his stories to the challenges of life on ordinary
days, Rodney brought an energy and optimism that suf-
fused the room – and, ultimately, the entire conference.

Big White Tent
Also contributing to the upbeat mood was the luxurious
venue of The Westin Resort & Spa, a few steps from the
gondola lifts for Whistler and Blackstone mountains.
Meals and awards ceremonies took place in a gymnasium-
sized white tent on the hotel’s main deck, where excel-
lent food complemented the chummy atmosphere.
Even the sound of rain – every day – sounded pleasant
on the tent roof.

On the last morning of the conference, delegates
climbed aboard the Whistler gondola and travelled up
through the mist to the summit for lunch and a presen-
tation by Bob Binns, director of the public-sector practice
for Microsoft Canada.
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Dave Rodney, professional speaker and facilitator, filmmaker and
writer, demonstrates what it’s like to reach the peak of Everest,
which is about as big as the lumpy platform he is standing on.

Fall Conference in Whistler
Takes MISA BC to New Heights
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While heavy snow began to fall on treetops outside
the Roundhouse conference room, Binns presented a
view of municipal IT challenges that helped connect the
various threads of the conference.

Web Services
As information technology becomes increasingly ubiqui-
tous and intelligence is embedded in most objects, Web
services – which provide a standard way for software on
any computer to talk to software on any other computer
– will be the dominant architecture for the delivery of
interoperable business solutions.

Municipalities will need to rely on Web services to
provide seamless interactions for their customers and to
integrate applications while reducing costs.

Binns cited a report on the Canadian municipal 
marketplace carried out in the summer of 2004 by
Public Sector Research Inc. Results from the survey of
about 40 municipalities showed that, while IT departments
are supporting most services now offered by municipal
governments, IT represents only an average of 2 per
cent of municipal operating budgets. Many back-office
applications are aging, while demands are growing for
e-government services and for security.

“You are concerned about securing sustainable funding
models, restructuring and the growth in services needed
to serve a diverse and aging population,” Binns told the
delegates.

Earlier in the conference, other municipal concerns
were brought forward by keynote speaker Girish Pathak,
chief customer strategist for TELUS Inc. His presentation,
focusing on broadband issues, also pointed out that
municipal IT trends in the two westernmost provinces may
be diverging to some extent from the rest of Canada.

Pathak pointed out that Alberta and BC have much
higher penetration of broadband services than the rest
of Canada – almost 50 per cent of households, compared

with about 35 per cent for the country as a whole, and
the second-highest penetration rate in the world,
behind South Korea.

He also reported on results of a 2003 survey by IDC
Canada showing municipal and provincial priorities.
To the question,“What is your department’s top policy/
program priority?” 37 per cent of respondents across
Canada replied that it was electronic service delivery. In
Alberta and BC it was only 32 per cent, however.

The next two top priorities were relatively more
important in the westernmost provinces than in Canada
as a whole: expense/cost reduction was the top priority
of 27 per cent of respondents in Alberta and BC versus
17 per cent Canada-wide; defining key performance
indicators and governance issues came in at 18 per cent
against 12 nationally.

Further down the list, geographic information systems
were the top priority of 9 per cent of Alberta and BC
respondents, but only 3 per cent nationally.

Regional differences aside, Pathak stressed to his
audience the need for them to take leadership in building
sustainable broadband applications and services. The
Internet has created a global economy. Depending 
on their broadband capabilities, global communities 
are becoming easier to reach than some local remote
communities.

“If you look back in 20 years, you may find that the
choices you made today will be the differentiator in
developing a prosperous community for your children,”
he said.
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Onstage in the banquet tent, members of the conference 
organizing committee gather for a brief moment of recognition:
from left, Colin Redwood, Delta; Brian Sameshima, Burnaby;
Robert Surtees, Whistler; Linda Kreutz, Greater Vancouver
Regional District; Per Kristensen, Nanaimo; Tia Young, Metafore
Corporation; Frank Mayhood, Kamloops; Vic Morcom,
Abbotsford; and exhibits chair Barb Sheppard, Peach City
Management Group. Absent are David Hennigan of the
Capital Region District and Brenda Sims of Whistler.

MISA BC President
Kathy Yung of the City
of New Westminster
presents a plaque of
appreciation to 
conference chair 
Robert Surtees.
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Ground-level Problems
This type of view from the summit was an important
element of the conference. It was a different perspective,
evidently, than the delegates brought with them. They
seemed preoccupied by ground-level operating problems
that are getting worse.

This was revealed in the municipal breakout sessions
held Wednesday, September 15, the first full morning of
the conference. Delegates went into one of three session
rooms, divided by municipal population range, to talk
freely about anything on their minds.

In the session for populations of 50,000 to 100,000,
what was on the minds of the delegates was a long litany
of problems related, not to building tomorrow, but trying
to cope with today.

Comments around the room ranged from troubled 
to despairing:

• “Document management is killing us.”

• “The maintenance cycle is becoming a larger and
larger portion of software costs, and I’m not sure 
how to get a handle on it.”

• “Storage requirements are getting out of control.”

• “Storing stuff is easy; backing it up is becoming a
continuous problem.”

• “Too many things, too few people, not enough
money. Everybody wants it now.”

• “Document management is a huge can of worms. The
costs are always significantly higher than the benefits.

• “Software maintenance is killing us. I rob Peter to pay
Paul within the budget.”

Session moderator Per Kristensen of the City of
Nanaimo drew up a long list of issues with which delegates
were struggling. The list included, among many other
things: e-government, customer relationship manage-
ment, performance measurement, security and disaster
recovery, wireless services, voice over IP, infrastructure
and storage.
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A fleet of golf carts awaits
the start of the Bell Canada-

sponsored MISA Open at
Whistler Golf Course.

Below, David Hoff of Bell
Mobility, right, and Keith

Valley of CivicInfo BC play the
mountain-shadowed course.

Wayne Klamut of the City 
of Penticton, right, talks with
the Océ-Canada team of Bert
Knaapen, left, Kathleen
Kewley and Tom Orr.

Above, Brian Sameshima,
chief information officer
for the City of Burnaby,
accepts the Spirit of MISA
award from Kathy Yung.

At left, Shawn McLeod of
the District of North
Vancouver holds the Spirit
of Innovation Award pre-
sented to him and Andrew
Durwin for their GeoWeb
project. Presenters at left
are Frank Mayhood and
Tia Young.

Below, Ming Lee of the City of
Port Moody, right, visits Neil
Ramsay and Tricia Jackson at 
the Kyocera Mita Canada booth.

Keynote speakers Girish Pathak 
of TELUS Inc., left above, and Bob
Binns of Microsoft Canada address
municipal IT challenges.

Four provinces meet at breakfast: from left, Kevin Peacock,
City of Saskatoon; Harry Turnbull, City of Windsor; Chris Bishop,
City of Regina; and Gerry Matte, District of Saanich.
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Later, when he and Brian Sameshima of Burnaby 
distributed a summary of IT needs identified by delegates
in the breakout sessions, Kristensen summarized his
own list by saying,“More of everything.”

Spike in Demand
Why this discouragement?  Has the climate changed?  

Some delegates said this is merely business as usual.
Others said that something significant has happened.
Now that most municipal councils have been won over
to the idea of electronic service delivery, demand for
such services has suddenly spiked. Combined with new
legislative requirements and a growing concern for
security, pressures are becoming too much for existing
municipal infrastructure and resources. And councils are
adamant that there will be no more resources.

Richard Kirke, manager of information technology for
Strathcona County, Alberta, said,“We are doing all of the
same things we used to do in terms of trying to provide
services to the customer, but the expectations of those
services have dramatically changed.

“The vehicles in which we have to deliver those 
services have also equally changed. We’ve got things
like legislation in Alberta and British Columbia regarding
freedom of information and privacy protection, so we
have to have document management systems in order
to be able to collect records and present information in
response to requests.

“People today are not prepared to wait five minutes,
or line up, or do traditional things,” Kirke said, in a room
grown quiet and attentive. “We are a sound-bite society,
and the pressure is on IT is to provide instantaneous
solutions. But as professionals, we want to do it right
behind the scenes, so we are dealing with all the issues
to try to make services as seamless and invisible as 
possible to the user.”

Diverse Solutions

Instantaneous and no-cost solutions to complex problems
– the conference could not deliver those, but it did provide
delegates with opportunities to look for ideas and sources
of expertise.

The 33 exhibitors included many who have attended
MISA BC conferences for years and understand the needs
of the market. Several delegates remarked at the end of
the conference that they had found products and ser-
vices that they thought could help them. The exhibitors
felt they were in the right place at the right time.

“We really benefited from attending,” said Gloria
Debolt, client and partner relations manager for Diamond
Software Inc. “It was very well organized and we came
away with lots of leads.”

In their conference presentations, vendors seemed to
have anticipated many of the issues that delegates had
on their minds.
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Sponsors
Agresso
Autodesk Canada
Bell Canada
CSDC Systems Inc.

Computer Associates
Dell Computer Corp.
Hewlett-Packard (Canada) Co.
Information Builders Inc.
Microserve
Microsoft Canada Co.

Peoplesoft Inc.
Rogers Wireless
SoftChoice
Sunaptic Solutions Inc.
Sylogist
TELUS Business Solutions

Exhibitors
4th Utility Inc.
Acer America Corp. (Canada)
Agresso
Alcatel Canada Inc.
BC Assessment
Bell Mobility
CB Engineering Ltd.
CommVault Systems Canada
Com-Tech Training Solutions Inc.
Concept Interactive Inc.

Dell Canada
Diamond Software Inc.
Dixon Networks Corporation
ESRI Canada Ltd.
Hansen Canada
Hewlett-Packard (Canada) Co.
IBM Canada Ltd.
IKON Office Solutions
Kronos Inc.
Kyocera Mita Canada Ltd.
Lexmark Canada Inc.
Metafore Corporation

Novell Canada Ltd.
Océ-Canada Inc.
Omega Communications Ltd.
OpenStorage Solutions Inc.
Pacific Alliance Technologies
Panasonic Canada Inc.
Rogers Wireless
StorageTek Canada
TELUS Business Solutions
ThinApse Corporation
Vadim Software

Conference Sponsors and Exhibitors
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Stefano Walker, vice president sales & marketing, PrinterWorks
Imaging Solutions Limited
vocals, percussion

John Samulski, managing partner, Forte Consulting Ltd.
guitar

Doug Rasmussen, information systems manager,
City of Kelowna
bass

Gord Oppen, BC regional manager, Lexmark Canada Inc.
guitar, vocals

Lawrence Moule, co-editor, Municipal Interface
drums, backing vocals, alto sax, percussion

Karen Keating, government account executive,
Rogers Wireless
keyboard, vocals, percussion

Les Misa-Rabbles

‘The best MISA party ever’

Plus
Dale Descoteau, general manager of information & computer
services, City of Medicine Hat
drums on “Baker Street” and “Brown Sugar”

Greg Julian, wireless data manager, Bell Canada BC Region
blues harp on “Roadhouse Blues,”“Long Train Running” and 
“Life Is a Highway”

Show producer: Gord Oppen

Sound: David van Blankenstein, managing partner,
Forte Consulting Ltd.
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Presentations on wireless applications and voice-
over-IP technologies were prominent. There were also
several on security-related issues. Document manage-
ment and the organization of Web content constituted
another group of presentations. Other topics included
storage trends, GIS and data management, systems inte-
gration and performance measurement. (Articles based
on some of the presentations are presented elsewhere 
in this issue.)

Case studies of successful implementations of various
concepts and systems, always a popular feature of 
MISA BC conferences, were delivered by speakers 
from Yellowknife, Port Coquitlam, District of North
Vancouver, Coquitlam, Nanaimo, the District of Langford
and the City of Mississauga – a first-time presentation
from Ontario.

Most popular among delegates surveyed after 
the conference were the Municipal Showcase presen-
tations. These were projects described both 
in presentations and in hallway exhibits by municipal 
representatives hoping to bring home the MISA Spirit 
of Innovation trophy.

Presenters included:

• Eileen Iverson of the City of Surrey, on the use of ITIL
in a service-desk and asset-management project;

• Vic Morcom and Colleen Spitzig of the City of
Abbotsford, on a capital projects management system;

• Shawn McLeod and Andrew Durnin of the District of
North Vancouver on their GeoWeb portal;

• Steve Stimson of the City of Nanaimo on implemen-
tation of the “virtual infrastructure.”

These and other conference presentations will form the
subject of articles in future issues of Municipal Interface.

Oh, the winner?  The District of North Vancouver.
McLeod and Durnin delightedly accepted their trophy 
at the annual banquet in the big white tent on the
Thursday night.

Spirit of MISA

Also in the spotlight that evening was Brian Sameshima,
chief information officer of the City of Burnaby, whose
longstanding service to the association earned him the
coveted Spirit of MISA award.

The banquet itself was cheerfully chaotic.
Conference chair Robert Surtees and MISA BC President
Kathy Yung could barely make themselves heard (a faulty
microphone didn’t help). Somehow, though, the numer-
ous prize-winners heard their names through the din.

Entertainment after the banquet reinforced the sense
of community that the conference clearly established.
It was a MISA show. The band, Les Misa-Rabbles, was
composed entirely of people from MISA member and
service organizations.

Many delegates contributed to the show by helping
with equipment and instruments. And one, Shayne
Dunlop of the District of North Vancouver, made his 
condominium available for rehearsals.

Many Voices

With delegates crammed into the Westin Hotel’s
Ballroom C, the band poured energy and heart into 
their classic-rock show. The crowd danced, laughed,
applauded and hollered and whistled, and clowned
around. Some hopped on to the stage for a song or 
two. Many voices rose in song from the dance floor to
the high ceiling.

Mischievous gangs of delegates even mobbed the
stage, shrieking with Misamania. It was all in fun, but it
looked almost like the real thing, especially when lead
singer Stef Walker lost most of the buttons from his shirt
to the clutch of over-eager female hands.

In all, it was a giddy, loud, uplifting night. The best
MISA party ever, several delegates declared afterwards.

One of them, Barb Catto, IT software specialist 
with the City of Parksville, added: “It was inspiring
and fun. The whole conference was inspiring, including
the theme.

“Every organization has mountains. They may be 
different but they are all challenging in their own ways.
The sessions here showed many ways to help us, and we
came away with lots of new ideas.”

Doug Rasmussen, information systems manager with
the City of Kelowna and a member of Les Misa-Rabbles,
saw the conference theme as a unifying element from
the first morning to the last evening.

“Dave Rodney climbed the same mountain twice, but
it wasn’t the same experience. We could do the band
thing every year and it wouldn’t be the same experience.

“There are an infinite number of mountains,”
Rasmussen said. “Just because you reach the summit of
one doesn’t mean that’s the end of your challenges. You
can always be challenged.”

Next year the Fall Conference will return September
11-14 to Kamloops, where it was held in 1999. Frank
Mayhood, information technology manager of Kamloops,
promises another “great learning experience.” ■
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Implementing ITIL:
It’s About People
And the Benefits
They Need to See
By Richard Nelson
Computer Associates

A series of books is on its way to changing the 
way municipalities manage their IT services and implement 
best practices.

The Information Technology Infrastructure Library –  ITIL – is
the most widely accepted approach to IT service management in
the world. It is already embraced by one in 10 organizations in
North America, and one-third of all IT departments have begun
investigating its benefits.

By applying best practices to implementing ITIL, a municipal IT
department can reduce service costs over the long term, achieve
continuous improvement in the quality of service, and meet 
customers’ current and future needs.

Worldwide Standard
Each book in the series describes best practices in a certain area.
The topics are: Service Delivery and Service Support, Information
Communication Technology (ICT) Infrastructure Management,
Application Management, Security Management, The Business
Perspective, Planning to Implement Service Management, and
the recently added Software Asset Management.

ITIL is a registered trademark and a registered community
trademark of the UK Office of Government Commerce. Originally
developed in the 1980s by the British Government’s Central
Computer and Telecommunications Agency, with public- and 
private-sector contributions, the ITIL library has undergone
numerous updates, becoming the basis of the worldwide standard
for quality in IT service management.

An organization using BS15000-1: 2002 as the basis for its IT
service-management system can be registered by the British
Standards Institute, demonstrating that its implementation of the
best practices has been audited to meet the rigorous requirements
of the standard.

Neither a method nor a methodology, ITIL is not complete in every
respect. In effect, it describes the elements of IT service manage-
ment without clearly describing IT service management itself.
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For both IT and non-IT, ITIL has wide appeal
at all levels and in all sizes of organizations –
whether centralized or distributed, internal 
or outsourced.

The most commonly referenced and
deployed ITIL elements are Service Support
and Service Delivery. IT Service Support, com-
prising Configuration Management, Incident
Management, Problem Management, Release
Management and Change Management,
addresses the day-to-day operation and 
support of IT services.

IT Service Delivery, comprising Availability
Management, Capacity Management, Service
Continuity Management, Financial Management
for IT Services and Service Level Management,
addresses the medium- to long-term planning
and improvement of IT service delivery.

Service Desk
While the Service Desk (an expanded and
much enhanced Help Desk) holds a key position
in IT service management, it is not in fact an
ITIL element. The Service Desk is described 
as a function, not a process, but it should still
be included in the best practices when imple-
menting ITIL.

Establish a Baseline
Service management is a journey, so it’s essential
to first establish a baseline with an IT service-
management assessment, examining the three
dimensions of implementation – people,
process and technology.
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ITIL is not a goal, but an enabler. Guided by a strategic
IT service-management roadmap, develop an imple-
mentation program of independent projects with indi-
vidual return on investments, changing your organization
as you go. Plan strategically, but implement tactically.

Recognize the elements of change. This process is
about human beings, it is about responsibility, and it
takes time. However you choose to implement it – a 
single process as a pilot, multiple processes as part of a
continuous service-improvement program, or small steps
in all processes concurrently – have a clear vision driven
by business goals, be visible, communicate and, at all
costs, avoid a stealth approach.

Prioritize the pain points, seeking out those opportu-
nities with the greatest benefits. The business require-
ments should determine both the process and information
requirements.

Let the business rules along with the process and
data requirements dictate the solution architecture and
technology requirements.

Tools do not necessarily drive or enforce processes.
Rather, tools support processes with automation and
knowledge management. A perfect process with no
tools is better than the best tool with no process.

Incremental Benefits

Before you start, recognize why big change programs
fail. Often, there is an uncertain return on investment,
with no baseline or too long a payback time. Create 
a plan that captures benefits as you move up the
process maturity curve, from innocence and absence 
of problem recognition through to predictability and
service excellence.

Be wary of over-engineered solutions. Avoid tackling
all issues at once, without priorities. Take an integrated
view, supported by appropriate IT governance policies.

ITIL implementations take place in an ever-changing
business and IT environment. Select business relevant
goals and translate these into key success factors, then
measurable results.

Most IT departments still operate on adrenalin or in
reactive mode, with organizational silos created by tech-
nology, platform or applications. Lack of resources or

budget constraints mean that IT departments are con-
strained from major change initiatives.

Process skills may be at a premium, with no strategic
IT processes defined. Seek out Human Resources
involvement early – job descriptions, skills profiles, goals,
compensation and bonus plans will probably need to be
changed.

It is critical that IT be able to “sell” the need for invest-
ment in IT service management to all relevant stakeholders
and constituencies.

Business sponsors should be assured of the improved
alignment of IT with the business – business-defined
service levels, increased availability of IT to the business,
a reduction in time to implement new IT initiatives, IT
services in line with market costs, and guaranteed levels
of service.

Customers and users will gain more available and
reliable IT services, as well
as maintaining – if not
improving – customer 
satisfaction.

Be sure to address the
“What’s in it for me?” factor. Employees will experience
improved productivity, less bureaucracy, streamlined
processes and improved job satisfaction.

Partners, vendors and suppliers will have a clearer
understanding of their position in the business, improving
their relationships and increasing their business success.

Change agents, trainers, HR staff, communications
specialists and consultants will all gain personal and
work recognition as well as increased visibility. They
will also be assigned to fulfilling project work and gain
more learning.

Success Elements
Common elements of success have included the creation
of competency centres, complete with a program office
and the rigorous disciplines of a formal project-manage-
ment methodology, which oversees pilot projects coordi-
nated by a centralized IT organization.

Successful implementations have avoided the pitfalls
of unrealistic expectations and over-ambitious plans, as
well as an over-emphasis on tools. They have addressed
the lack of skills by combining in-house education and
training with the judicious use of consultants and trusted
vendor or supplier personnel.

Successful organizations have sought out membership
in similarly minded associations, attending seminars and
conferences where appropriate.
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Resource Organization

The IT Service Management Forum, or itSMF, represents
IT service-management professionals worldwide. A not-
for-profit organization that is wholly owned and princi-

pally operated by its members, the itSMF is a major 
contributor to industry best practices – independent of
institutions, companies or products.

Canada’s 5th Annual itSMF National Conference in
September saw unprecedented attendance, as did the
4th Annual USA Conference and Expo in August. The
itSMF Canada Web site is www.itsmf.ca.

And finally – don’t be afraid to ask for help in whatever
you are doing . . . whether it’s conducting an IT service-
management assessment, defining your strategy,
developing your implementation plan, education and
training, and effecting the necessary cultural change 
in your organization.

Richard Nelson is a principal consultant with Computer
Associates Technology Services in Vancouver. He can be
reached at richard.nelson@ca.com. Computer Associates 
is an associate member of MISA Ontario. This article is
based on a presentation to the MISA BC Fall conference in
Whistler on September 16. ■

NOVEMBER 2004

Points to remember
• Set a clear vision that is driven by business goals.

• Prioritize the pain points, seeking out those
opportunities with the greatest benefits.

• Be wary of over-engineered solutions.

• Seek out Human Resources involvement early.

• “Sell” the need for investment in IT service 
management.

• Don’t be afraid to ask for help.

0LFURVRIW 6NLOOV $VVHVVPHQW IRU 2UJDQL]DWLRQV LV D SRZHUIXO RQOLQH WRRO WKDW HQDEOHV

\RXU RUJDQL]DWLRQ WR DFKLHYH JUHDWHU WHFKQRORJ\ 52,� PLQLPL]H GHSOR\PHQW ULVNV�

DQG UHDOL]H WKH IXOO SRWHQWLDO RI \RXU JUHDWHVW LQYHVWPHQW ± \RXU SHRSOH� (I¿FLHQW

VNLOOV DQG WUDLQLQJ PDQDJHPHQW ZLOO KHOS \RX JHW WKHUH� (DVLO\ EXLOG D VNLOOV

LQYHQWRU\� UHYLHZ UHVXOWV DFURVV WKH RUJDQL]DWLRQ� DQG FKRRVH WKH DSSURSULDWH

SUHVFULSWLYH WUDLQLQJ VROXWLRQ IRU HDFK LQGLYLGXDO�

'RHV�\RXU�WHDP�KDYH�WKH�VNLOOV�WR�VXFFHHG"

8QFRYHU�\RXU�WUDLQLQJ�QHHGV�WRGD\�

:KDW GR , KDYH" :KDW GR , QHHG" +RZ GR , JHW WKHUH"

/HDUQ�PRUH�DW�ZZZ�SRODUEHDU�FRP�PVRD

*HW VWDUWHG ZLWK 3RODU %HDU WRGD\�

&DOO�0LFKHOOH�&DUW\�������������



26

MUNICIPAL Interface

By John Samulski
Forte Consulting Ltd.

Managing property data is a task done behind
the scenes, and money spent on it doesn’t generate
votes for municipal councillors. But how a municipality
manages its property data can help determine its ability
to progress.

All over Canada, municipalities are integrating property
data with workflows much more tightly than ever before.
They are also rolling property data into various systems
including asset management, business intelligence and
document management. Any municipality that has
done this can boast of the many ways in which it has
improved service delivery and internal efficiency.

The municipal record, though, is very uneven. Some
have shown little or no ability to apply data-management
principles. In some of our consulting assignments, we
have seen municipalities with as many as nine different
address databases among various departments, each
built to a different standard and updated according to
different schedules.

Municipalities in this kind of situation have many
barriers to overcome. Technology is typically not one of
them – it’s rarely the technology. The problem is changing
the way that people do business and allocate resources.

Business Processes

People who decide how municipal money is spent
sometimes do not understand the pervasive enabling
influence of property data. It provides the foundation
for many business processes:

• Taxation

• Infrastructure planning/design

• Asset management

• Routing (garbage, snow)

• Community planning/development

• Emergency services

• Economic development

• Information delivery to the public.

In our experience, most municipalities manage property
data effectively within the individual business units that

manage these processes. But many cannot progress from
there to achieve enterprise-wide efficiency, because
there is no coordination among departments. They are
like separate rooms in a house, each one neat and tidy,
but with no communication among them.

Business units, within the mandate they’ve been
given, often have no opportunity to understand what
the people on the other side of the hall are doing with
property data. So they are in no position to see how
value can be derived from integrating business processes
through collaborative property-data management.

There are four major types of barriers that prevent
property-data managers from understanding what’s
happening across the hall:

• Differing views of property data

• Organizational challenges

• Outdated budgeting processes

• Ill-defined business cases for making improvements.

Differing Views

Addresses are multi-headed beasts. The same property
may be known variously in departments according to its
legal address, mailing address or common designation
such as Pacific Place. There are many ways in which the
word “parcel” is defined.

Each business unit usually requires some unique
aspect of the data that others do not. But this barrier is
probably the least difficult to overcome.

Where a property is, what its boundary is, what
things are around it, what is the address, who lives there,
who owns it – all those data elements are common
throughout departments, or at least compatible. They
can be shared. Not everyone is going to need all the
fields and all the business tables but, with the right
approach, it is not difficult to put in place one source
from which everyone can draw.

Organizational Challenges

A more intractable challenge is that responsibility for
property data is usually distributed among different
business units. This leads either to redundancies or to
situations in which each department assumes that
another is carrying out a certain task, so no one does it.
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Solutions are constrained in most
cases because municipal managers
cannot obtain approval to create a posi-
tion to oversee or assist with property
data management on behalf of the
enterprise.

Budget Processes
Preparation and approval processes for
municipal budgets are often a hindrance
to achieving an enterprise vision. They
tend to be department-based and rarely
support effective inter-department 
collaboration.

It’s a competitive environment. For
your data-management project, you are
competing for funds against departments that want
money for trucks and flowers. Your project is invisible 
to voters.

The Business Case
A related barrier is today’s insistence by senior manage-
ment that projects must show a return on investment.
Data managers, who tend to regard technology projects
as being self-explanatory, often miss opportunities 
for extended funds because they do not respond to 
this demand.

They need to articulate specific, measurable service
benefits that will result from their projects. Such bene-
fits include decreasing existing process durations, or
introducing new services as a result of data and systems
integration.

An example of “invisible effort” I often use is normalizing
a database. If you spend $50,000 to normalize a database
and a councillor asks you to demonstrate what the
money has purchased – well, you can’t. This work must
be tied to the delivery of a new product or improved
work-flow support that is obvious from the system 
presentation layer.

Some Solutions to Barriers
Enterprise-wide integration of property data is not pos-
sible unless everyone views the data consistently. We
recommend the creation of a corporate business dictio-
nary. Its purposes are to define terms to be shared
among departments, and also to define who owns what
data and is responsible for it.

Who owns the field called “Owner name”?  What
department decides how and when this field is updated
– Planning? Taxation? Engineering? Building?  It should
only be one of them.

Some data entities require joint custodi-
anship. We’ve seen people get tied up in
knots over this when they do data model-
ing:“We can’t put that in this table
because it’s not owned by the same busi-
ness unit.” But yes, you can.

When you are looking at a report, you
might see “Owner” and “Address” and
“Assessed Amount.” Suppose that two of
those are owned by Planning and one
by Taxation. With contemporary database
technology, these constraints are minimal.
Metadata also plays a key role in docu-
menting who are the data custodians
within the organization.

Similarly, who adds or deletes property
data?  When a building is knocked down, does that
address still exist?  Whatever the answer, those rules
need to be discussed and applied consistently.

Give responsibility to this project to someone in the
IT or GIS group who has been around long enough to
understand in detail how the organization works. Have
the person write it down in the business dictionary,
which can serve as a summary of how the organization
does its business and the related data entities and flows.
Do it before he or she retires and walks out with knowl-
edge that will be difficult or impossible to replace.

Organizational Solutions

If you can’t hire anyone to fill a needed position, try 
seconding someone to fill the role temporarily, and then
start to demonstrate its long-term value. If it is necessary
to hire a consultant, do so for only a short time, with the
goal of enabling the organization to carry on indepen-
dently. Assign someone the responsibility to record the
information and advice the consultants bring and to
“own” the deliverables that result from the consultants’
work, so it is readily accessible and can be maintained
after they are gone.

To promote a common understanding of data-man-
agement issues, create a Corporate Lands Information
Steering Committee. These are people – both technicians
and service deliverers – from the various business units
who meet regularly. They need to be accountable to
council or a designated department, and to have a plan,
with milestones.

Their key goal is to identify and map how data moves
among departments and processes. They define the
subdivision process, the rezoning process, and so on.
Once people see the diagram, they often identify right
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away how time and costs can be cut dramatically
through collaborative management of property data.

Quantifying Benefits
When you have identified opportunities to improve
processes, set up projects with specific goals and mile-
stones for each phase. Structure each phase so that it
gets you farther ahead, even if the money is subsequently
cut off or you have to wait for a year or more to continue.
When you ask for more money, have a concrete benefit
to show for what you have already spent.

Finally, whenever possible, relate property data 
management to economic development.

During initial meetings for a recent assignment in
British Columbia, one of our clients related the story of a
very large company that contacted their municipality as
well as four others in Western Canada seeking suitable
locations for a new plant. Three municipalities responded
within 48 hours. Our client spent the better part of two
weeks trying to string together an inventory of sites
based on input from multiple departments.

They phoned the company back and the answer was,
“Thanks, we’re going to Lethbridge.”

One incident like that will justify a lot of thinking
about how to better manage property data.

John Samulski is a managing partner of Forte Consulting
Ltd., which develops spatial data-management solutions.
He can be reached at jcs@forteconsulting.ca. This article 
is based on a presentation to the MISA BC Fall Conference
at Whistler. ■
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By Mansell Nelson
Rogers Wireless

Municipalities of all sizes
are now interested in deploying
wireless solutions for a growing
number of reasons. The range of
solutions includes building inspec-
tions, parking enforcement, road
crew management, and snow
plough and service vehicle fleet-
management solutions.

Such solutions have resulted in
substantial return on investments
for municipalities, beyond financial
pay backs. The following mini-case
studies are drawn from the experi-
ences of Rogers customers, but
they generally illustrate the kinds
of solutions that municipalities can consider exploring
with today’s advanced wireless networks.

Building Inspections
Wirelessly enabling municipal inspectors can improve
service for your constituents, with decreased turnaround
times at a reduced cost of service, all resulting in more
efficient operations.

With more time in the field (versus spending hours
on paperwork back in the office), your municipality can
offer higher and more efficient levels of service. With
faster turnaround times, inspectors can file reports
onsite once an inspection has taken place, rather than
waiting to return to the office to retype data captured 
in the field.

You will also see a decrease in the need for return 
visits to verify information and deliver documentation.
Remote access to information that is critical to inspec-
tion, reporting and filing processes can help eliminate
your inspectors’ daily routine of frequent visits to 
municipal offices to file inspection reports and other
related documents.

Finally, by being fully enabled in the field, inspectors
can accomplish more in a day and will require less office
space and equipment, lowering your overall costs of
running inspections.

To connect to its corporate 
network, the City of Niagara Falls 
is using the Rogers Wireless
GSM/GPRS network and Sierra
Wireless’ AirCard750 on its laptop
computers mounted to a tray
inside each City vehicle. Inspectors
can now access e-mail and the
City’s Intranet and corporate 
applications from their vehicles
anywhere they need it.

Before a wireless solution was
implemented, City workers would
visit construction and building
sites, gather information, drive
back to the office, and then enter
information into a central network
at the end of each day.

Parking Enforcement

Municipalities across the country share similar concerns:
you need more revenue, but increased taxes are an
unpopular solution. The high cost of maintaining and
servicing traditional coin parking meters can significantly
add to operating costs and produce little in net revenue.

Add coin theft and a general lack of compliance by
users to the mix, and traditional meters can be more
hassle than they’re worth.

The City of Montreal implemented a solution com-
bining Cale Advanced Payment Terminals with Pay & Go,
8D Technologies. This solution enables drivers to park
their vehicles in any available space, memorize the parking
space number, and pay for the required time with coins
or credit cards at the nearest terminal – without the
need to display the parking stub in the vehicle.

Parking officers can easily view the payment status 
of all numbered spots on the street or parking lot as 
displayed on their wirelessly-enabled palmtop computers,
and parking administrators can access information on all
transactions, space utilization data, and monitor security
and component performance within the terminal.

The results have been well received, and Montreal
continues to implement this solution across its various
parking spots and lots.
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Service Vehicle Monitoring Solutions
Managing a team of remote service vehicle operators
has its challenges. Routine maintenance crews need 
to be periodically rerouted. Much as they’d like to, no
municipality can pre-schedule snowfalls or freezing rain.
And even without inclement weather, crews do get 
distracted from time to time.

Some of these challenges are overcome when you
equip your service personnel with data devices to
receive real-time job information and track your snow
ploughs, salt trucks, road sweepers and waste-removal
trucks in real time.

With a wireless fleet-management solution, there is
no need for personnel or fleets to return to hubs to
receive routing or job information. Your central dispatch
can monitor the location and status of jobs and vehicles
in real time, and the amount of errors and paperwork-
related hassles dramatically decreases.

The City of Vancouver implemented the WebTech
Wireless/Rogers Wireless fleet-management solution 
in its service vehicles. Vancouver was also specifically
concerned about the safety and security of its employees
and wanted more theft prevention mechanisms for
parking-meter-collection vehicles.

This wireless solution has produced superior cus-
tomer service for the business owners and residents of
Vancouver – the City can now communicate the route
history of every vehicle. It can also now determine
where each employee is at any time. City parking-meter
collection vehicles transmit information back to central
dispatch on every vehicle alarm and also use telematics
for theft prevention.

Another advantage is starting to emerge from the
use of wireless-enabled devices on municipal vehicles –
improved environmental controls. In Ontario in particular,
we are finding that municipalities want to track and
report the amount of materials applied to roads. The
traditional way of doing this – with a clipboard and pad
– is no longer seen as adequate, now that wireless 
networks can produce real-time reports.

Roadways and Road Signage

Perhaps a less obvious application of wireless services 
is for monitoring intersection and roadway signage.
Wireless networks can replace landlines in a wide variety

of locations, including intersection control boxes and
signage. They enable real-time control and updates – at
a fraction of the costs of landlines.

When the City of Ottawa deployed a wireless solution
to manage traffic lights and intersection controls, it was
paying $60 an intersection for landline connections.
Ottawa now saves more than $40/month/intersection in
communication costs alone. The intersections can now
be monitored wirelessly, and information can be fed
back to the control centre. Also, emergency services 
can be enabled with in-vehicle intersection control.
This lets them get “forced green light routes” all the way

to their destina-
tion and result
in cost savings,
increased safety

(for emergency vehicle operators as well as other traffic)
and faster response times to emergency scenes.

Emergency Services Solutions

City residents rely on effective emergency-response
teams. On a daily basis, your response crews can face
blocked traffic, routing issues, and painful communica-
tions with citizens and central dispatch. With a wireless
solution, forced green lights to destinations can be
enforced, and drivers and dispatchers can have real-time
vehicle and emergency situation information. Even
video feeds of incidents to drivers en route to an emer-
gency can be transmitted.

A wide range of municipalities have experienced 
dispatch and routing efficiencies using Grey Island’s
Interfleet solution on the Rogers GSM/GPRS network.

Investment Pays Off

Whatever the department, real-time access to 
information will enable your municipality to:

•  Better serve your citizens

•  Increase efficiency within your operations

•  Decrease amount of overtime paid

•  Set performance-related rewards for municipal
employees

•  Use monies saved for other IT projects.

Mansell Nelson is vice president and general manager,
wireless enterprise solutions, for Rogers Wireless, an 
associate member of MISA Ontario. He can be reached at
mansell.nelson@rci.rogers.com. This article is based on a
presentation to the MISA BC Fall Conference at Whistler. ■
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By Lawrence Moule
Co-editor, Muniicipal Interface

Four Prairie municipalities are collaborating in a
unique project that could become a model for municipal
software management.

Edmonton, Medicine Hat, Regina and Wood Buffalo
have formed a group to collaborate and share costs in
the future development and enhancement of a property
assessment system that they all use.

The group was scheduled to hold its first meeting
October 25-26 in Fort McMurray, Alberta, about four hours
north of Edmonton by car. The City of Fort McMurray is
part of the Regional Municipality of Wood Buffalo, which
initiated the group’s formation.

“What we are trying to do is foster more cooperative
software development, implementation and maintenance
among major regional cities,”Terry Morton, chief tech-
nology officer with Wood Buffalo’s Corporate Services
Department, said in an interview during the MISA BC Fall
Conference in Whistler.

Each city uses the Computer Assisted Mass Appraisal
System (CAMA), which was created by the City of
Edmonton and licensed to the other municipalities who
have modified it to suit local needs.

Edmonton designed CAMA about three years ago in
response to Alberta legislation setting out requirements
for the reporting of municipal assessment data to the
province.

CAMA is built on a set of databases that capture 
residential or commercial property data collected by
property assessors, as well as data on market values. The
Windows-based application analyzes the characteristics
of each property to determine its assessed value. Using
local tax rates, the application then calculates the tax
burden on individual homeowners.

CAMA is suitable for use by municipalities with popu-
lations of roughly 50,000 or more. Although it was
designed as an Alberta solution, Regina also saw merit
in it, reported Don Barr, city assessor.

Selection Process
“The City of Regina had an extensive selection process
starting in 2001 to select a CAMA package that would fit
the current regulated system and the planned move to a
results-based market value system,” Barr said.

He said Regina officials made many visits to
Edmonton to gain knowledge of the product and discuss
ideas for customizing it.

Today, the CAMA software is replacing two major
applications and eight support systems in Regina. The
City is implementing the tax component of the software
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and will use the CAMA system to produce its 2005
reassessment values.

“Regina has worked with the vendor to implement
the Marshall Valuation Cost Service into the software,”
Barr said. “We have modified it to meet the unique
assessment and tax policy legislation in Saskatchewan.
We have added a module to permit easier delivery of
customer service and customer service tracking.”

Meanwhile, Wood Buffalo and Medicine Hat have
made their own enhancements to CAMA while preparing
their implementations.

The system went live in Wood Buffalo at the end of
September, using an Oracle database accessible to
assessment officers using Citrix. AnnMarie Sutton,
supervisor of systems development, reported that Wood
Buffalo was also testing automatic generation of tax
notices through the system.

“We are using the same systems application, and
each of us has modified it to meet our unique needs,”
Terry Morton said. “But now we have identified that
there will be major upgrades required in future. So we
decided that the four cities would have a user group to
share the costs of the system’s evolution during the next
10 to 15 years.”

Wireless Applications

One evolutionary direction for the system in the near
future will be to go mobile.

“One of our future goals for the CAMA system is to
incorporate wireless applications that would enable the
assessors to input data directly into the live database
while performing work in the field,” Sutton said.

Her colleague Peter Glover, supervisor of network 
services, is designing a virtual private network for this
purpose and assessing various tablet computers. Mobile
data collection was on the agenda for the October initial
meeting of the CAMA Users Group.

Don Barr said that Regina is an “eager participant” in
the group.

“The benefit is that CAMA User Group provides 
the opportunity for different cities using the product 
to share ideas and help set the direction for future
enhancements. There is a great deal of commonality in
the business conducted among the cities, and the group
is an excellent venue to exchange ideas on improving
the CAMA product.”

Morton said the user group provides a major advantage
by giving its members some control over how each one
can modify and enhance the system.

“The City of Edmonton owns the source code but, if
we want to modify that source code, we have the oppor-
tunity to do it through this user group. Ordinarily, when
you buy software from a vendor, you seldom get that
opportunity unless you buy the code, and very few 
vendors will sell you their code any more.”

Seventy to 80 per cent of the total cost of ownership
of municipal software typically goes to implementation
and maintenance, Morton said. He views the CAMA User
Group as showing how such costs can be reduced
through collective action.

“We have not had enough of this in the past. Every
municipality is working on the same issues and defining
the same systems and system requirements – and then
we end up going shopping independently. There’s no
communication.

“We are trying to get this user group to be kind of 
a model, a stepping stone toward getting more intra-
municipal cooperation in application developments.

“It’s better for the taxpayer and certainly better for
us. We will get better systems solutions at the end of
the day.” ■
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By Ralph Blauel, Director of
Technology Services, Halton Region

The Ontario government
has taken concrete steps – including
creating a high-level organization
and planning pilot projects – to
carry out its commitment to collab-
orate with other jurisdictions on
electronic service delivery.

Historically, inter-jurisdictional
collaboration on electronic service
delivery (ESD) in Ontario could be
characterized as simply “opportunis-
tic,” building on pre-existing organi-
zational and personal relationships
developed at service transformation
forums such as Lac Carling. Many
observers had suggested that a 
formal review would help ensure
that opportunities for sustainable
endeavours could be more clearly
and consistently identified.

To that end, the Ontario govern-
ment has initiated a series of hori-
zontal reviews, including one that
focuses on I&IT. To facilitate this
review, Greg Georgeff, Ontario’s
Corporate Chief Information Officer,
established the IM/IT Stakeholder
Reference Group (IM/IT-STAR).

The group includes representatives
from the Ontario Public Service (OPS),
broader public sector, municipalities
and the not-for profit sectors. The
municipalities of Missississauga, Peel,
Ottawa and Halton Region have par-
ticipated in its two meetings.

IM/IT-STAR will function as a think
tank, focusing primarily on practical
IM/IT issues related to inter-jurisdic-
tional collaboration in Ontario. Its

efforts will complement the Canada-
Ontario working group on integrated
service delivery and will feed into
the work of the Public Sector CIO
and Public Sector Service Delivery
councils.

Based on the results of a survey
and two meetings, IM/IT-STAR 
generated a list of issues to be
addressed, including emergency 
services, ESD and public health.
The group is proposing a number 
of pilot projects to explore various
models for governance, funding and
the sustainability of inter-jurisdic-
tional collaboration.

OPS is also seeking partners for
possible pilot projects in the near
future, including federated search
service, kiosks and public access 
terminals, IT network monitoring
and disaster recovery, and an 
E-forms repository.

Management Board Secretariat is
developing a service delivery frame-
work, based on IT Infrastructure
Library (ITIL) best practices, for the
Federation Search Service.

This service, a version of which is
already used in the Collaborative
Seniors’ Portal, will guide future OPS
service provision engagements.
Before year end, Management Board
Secretariat will seek approval and
funding for this and a number of
pilot project proposals generated 
by IM/IT-STAR.

Ralph Blauel is a Regional Director of
MISA Ontario. To learn more about
this initiative, please contact him at
Ralph.Blauel@halton.ca.
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Ontario Government Takes
Collaboration to New Level

The District of Saanich, BC, has
received an Award of Excellence from
ESRI Canada for innovative application
of GIS technology.

With a population of 106,000,
Saanich is the largest of the core
municipalities making up Greater
Victoria. The award was presented
October 6 at the ESRI Regional User
Conference in Victoria to recognize
projects such as Saanich’s Online
Mapping System for staff, launched in
July, and an Internet mapping applica-
tion for the public, created in August.

GIS Projects Win
Award for Saanich

Three municipalities in the
Saanich Peninsula on Vancouver
Island, BC, have completed a joint
project to build Web sites on a com-
mon platform, enabling residents to
navigate among them.

The municipalities of Sidney,
North Saanich and Central Saanich
unveiled their Web sites – www.cen-
tralsaanich.ca, www.northsaanich.ca
and www.sidney.ca – on October 15,
completing what is believed to be
the first such project in the world.

As reported in the November
2003 issue of Municipal Interface, the
sites are built on a common template
that permits each one to reflect the
character of the community.

“This innovative shared-services
arrangement has the potential of
becoming a model for other similar
local government initiatives,” the
municipalities said in a release.

BC Municipalities’
Joint Web Sites
Make History
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The City of Fredericton
has received national recognition
from the Canadian Information
Productivity Awards (CIPA) for turning
the entire city into a “hotzone” for
high-speed wireless services.

City officials accepted a Judges’
Innovation Award – a special award
given only at the instigation of the
National Judging Committee – 
during the 12th annual CIPA Gala
Banquet on Nov. 2 in Toronto.

CIPA, www.cipa.com, is Canada’s
oldest and largest program in the
field of information technology. The
Fredericton team was applauded by
more than 600 senior executives at
the black tie event.

Fredericton has integrated tradi-
tional and wireless technologies to
create Fred-eZone, a free, community-
wide wi-fi network providing resi-
dents, visitors and businesses with
mobile broadband access from 
virtually anywhere within the city.

Broadband Connectivity
Fredericton embarked on a mission
in 2000 to provide broadband 
connectivity to the municipal gov-
ernment, businesses and universities.

To control its costs, the City
formed its own telecommunications
company, e-Novations ComNet Inc.,
a not-for-profit, municipally owned
corporation.

Supported by local business and
university partners, e-Novations
built a 22 km-fibre-optic community
network interconnecting all partners
with each other and the Internet.
It then extended the reach of the
broadband network to the rest of
the community using Motorola

Canopy long-distance wireless tech-
nology deployed on seven towers
throughout the city.

“In addition to enabling opera-
tional efficiencies across the municipal
organization, we saw the opportunity
to deliver 21st-century intelligent
infrastructure to the community as
an important pillar of Fredericton’s
economic development strategy,”
Don Fitzgerald, executive director 
of Team Fredericton, the city’s eco-
nomic development department,
said in a CIPA interview.

Fred-eZone was officially
launched November 18, 2003.

In addition to enhancing the
quality of life for residents and 
visitors, the Fred-eZone network is

enabling local businesses, institutions
and the municipal government to
achieve a variety of operational effi-
ciencies. For example, climate in all
the City’s buildings can now be
remotely monitored and controlled
by the responsible manager from
virtually anywhere in town, using a
laptop computer instead of having
to drive to each building.

“We set out a few years ago 
to do what we could to have
Fredericton recognized as a smart
city, and the e-Novations network
provides a solid foundation for
accomplishing that,” said Maurice
Gallant, manager, Information &
Communications Technology
Division, City of Fredericton, and
president, e-Novations.

MUNICIPAL NEWS ROUNDUP

Fredericton Wins Major National Award

Posing at the CIPA Gala Banquet at the Westin Harbour Castle Hotel in Toronto on Nov. 2
with the trophy for the Judges’ Innovation Award presented to the City of Fredericton
are, left to right: front row, Councillor Tommy Jelline, chair of the IT Committee;
Mike O'Brien, deputy mayor; Maurice Gallant, manager of information technology for
Fredericton and president of e-Novations; back row, Garth Scully, regional manager,
Cisco Systems Canada Co.; Mike Richard, manager, technology operations for Fredericton
and vice president, operations, e-Novations; Don Fitzgerald, executive director, Team
Fredericton; Councillor Stephen Kelly.
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Three cities were honoured with
Distinction Awards for transformative
IT projects during the GTEC Week
2004 conference in Ottawa.

The awards were presented to
the City of Yellowknife and the
Ontario cities of Hamilton and
Windsor at the Distinction Award
ceremonies at the Museum of
Civilization in Gatineau, Quebec,
October 18.

Yellowknife won a Gold Award
for revitalizing its entire application
software infrastructure within 18
months. It implemented new finan-
cial and municipal applications,
revamped its online service offerings,
and replaced its desktop productivity
applications. This created a fully
integrated suite of intuitive software
tools to enhance employee produc-
tivity and citizen services.

The City of Hamilton also won a

Gold Award. MAP.Hamilton, its GIS
Web site, is an outstanding promo-
tion and marketing tool.

It includes the Economic
Development Site Selector, which
provides information on available
lands for development, including
infrastructure services, traffic vol-
umes, bus routes, demographics,
business reports, aerial photography
and realtor contact information.

A group called the People-Based
Budget Web Team won a silver
award for the City of Windsor.
The City’s mayor initiated a new
approach to the creation of the
municipal budget by inviting residents
to provide opinions on the City's
priorities. The Web team created an
interactive site featuring an online
survey and detailed information
about services, by-laws and other
background material.

MUNICIPAL NEWS ROUNDUP

CONFERENCES

Officials of municipal award winners pose with their medallion trophies, presented by
Louis Shallal, right, director, ITS, Region of York, and the MISA representative on the
GTEC judging committee. At left is Melissa Urban, manager of technology development
for the City of Windsor. Beside her is Al Little, GIS manager with the City of Hamilton.
Sharolynn Woodward, manager of information technology for the City of Yellowknife,
was unable to attend.

MISA BC Plans
Events in Early ’05
The MISA BC Annual General
Meeting will take place February
23, 2005, in Coquitlam. Delegates
will elect a new Executive and 
discuss IT security.

The spring conference will be held
May 6, 2005, in Parkville. The con-
ference will include Special Interest
Group sessions and possibly a 
one-day workshop May 5,
President Kathy Yung reports.

Municipalities Win GTEC Awards

Olympics CEO 
To Be Speaker 
At GeoTec Event
John Furlong, CEO of the Vancouver
Organizing Committee for the
2010 Olympic and Paralympic
Winter Games, will give a keynote
address at the 19th annual GeoTec
Event. Presented by GeoTecMedia,
the geospatial technology confer-
ence and trade show will take
place in Vancouver at the Westin
Bayshore Resort and Marina,
February 13-16, 2005.
www.GeoPlace.com

IT Conference Slated
For Sault Ste. Marie
SMART NORTH 2005, a conference
for IT professionals in Northern
Ontario organized by several
groups in Sault Ste. Marie, will take
place May 16-19, 2005, with the
theme of Security, Medical and
Relevant Technologies.
www.smartnorth2005.ca
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To Block Or Not To Block
By Roy Wiseman
Chief Information Officer/Director, Information Technology Services

Regional Municipality of Peel, Ontario
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At times, the technology that we acquire can be a
two-edged sword. A particularly thorny example relates
to software that is being installed by an increasing number
of municipalities to restrict and monitor inappropriate
Internet usage by our employees.

We have all seen articles in our daily newspapers,
reporting that public servants in some jurisdiction have
been suspended for accessing sites that we delicately
refer to as “inappropriate.” None of us want our munici-
pality to be featured in such stories. Yet, it would be
naïve to think that this isn’t also happening to some
degree in our organization, especially if we lack policies
and tools to restrict and monitor access and to deal
strongly with exceptions that do occur.

To address this concern, many of us look to technology
solutions, acquiring software products that promise to
block access to inappropriate Internet sites while permit-
ting continued access to other sites.

While such products can be part of the solution, they
raise new questions, starting with which categories of
sites should be blocked. For instance, the software used
by the Region of Peel identifies 45 categories and 130
subcategories of Internet sites that can be selected (or
not) for blocking. These categories range from those for
which decisions are fairly obvious (such as Adult and
Sexually Explicit, Illegal Drugs, Intolerance and Hate,
Tasteless and Offensive, Violence, Weapons) to others
that are not quite as obvious (including Gambling,
Games, Hacking, Personals and Dating, Real Estate,
Religion, Sex Education, Shopping, Sports).

Business Not Technology

In this regard, gambling or playing computer games
may be perfectly legitimate activities but not necessarily
something that we want to encourage or permit using
our technology, and especially not during business hours.

So the first question is how these decisions get made.
Clearly, this is a business decision, with implications for
corporate management, human resources and the legal
department. It is not a decision that should be made in
isolation by technology specialists.

Also consider that the blocking software is not exactly
a precision instrument. A recent study by the Electronic
Frontier Foundation indicated that, for every Web page
blocked by these tools, one or more pages were blocked
inappropriately because they were mis-categorized.

Perhaps of more concern, it was concluded that
blocking software does not protect public school students
(the focus of this study) from exposure to a large volume
of material that is considered harmful. With so much new
material coming on the Internet every day, it is virtually
impossible for any vendor or consortium to correctly
categorize all new sites and update their software,
essentially in real time.

Case for Exemptions
A third issue is that there may be individuals or groups
that should be exempted from blocking. Examples
include Police personnel as well as Health department
staff, who may find that some sites with information on
sexually transmitted diseases are blocked under the
broad category of “sexually explicit.” There are also unin-
tended examples such as blocking gambling sites, which
also meant that employees could no longer see the
schedule of entertainers booked to appear at local 
casinos or in Las Vegas.

Notwithstanding these limitations, Internet filtering
software can be effective in blocking access to a relatively
high proportion of sites that most of us might consider
offensive or which might contribute to inappropriate use
of municipal resources. Such products can also protect
individual employees from inadvertently accessing a site
that they might find upsetting (for example, if they are
sent an e-mail link with a misleading title).

But once we have implemented such tools, they
probably include the ability to run reports on attempts
to access inappropriate sites, as well as restricted sites
that may have been successfully accessed. What do we
do when we have a report that a given employee has
attempted to access hundreds of such sites?  

In addition to representing inappropriate use of 
company time, it is reasonable to assume, given the 
limitations of the software, that with many blocked
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attempts, there were many other attempts that were
successful. (If all attempts were blocked, surely the 
individual would just give up.)

Our lawyers may advise that merely having such
reports, or even having the ability to produce them,
creates an obligation to act. If we have them and do
nothing, it can be interpreted that we are effectively
condoning the behaviour. If we suddenly pick on a 
certain individual (perhaps because of a complaint from
a co-worker), our lack of action in response to previous
reports will work against our ability to take a strong
stand with this individual. On the other hand, since these
reports also track the activity of individual employees
(and which Web sites they have visited), there is also a
requirement for substantial care in how such reports are
generated, distributed and used – as well as a requirement
to inform employees that their activity is being moni-
tored in this way.

Assisting Investigations

As with previous decisions about categories of Web sites
to be blocked, decisions about what to do with these
reports should not be made within the IT organization.
General policy should be established by the municipality’s
senior management. I would also argue that it should
not be IT that assumes responsibility for reviewing the
reports and determining what, if any, action should be
taken. At the Region of Peel, our Human Resources
Division has accepted this responsibility and also works
with departmental line management on individual 
situations that may be identified. We (I&T Services) 
simply generate the reports and deliver them to Human
Resources for review and appropriate action. In my
view, this is the appropriate allocation of roles.

Unfortunately, when situations of potential concern
do arise, Human Resources may need assistance from
technical staff in extracting further information from 
system logs or even files (including cache files) stored on
individual computers. While we assist (somewhat reluc-
tantly) in such investigations, we do so only at the request
of appropriate individuals within Human Resources. Our
staff members are instructed not to initiate or agree to
any such investigations without Human Resources
involvement. These can be very sensitive situations in
which well-meaning but misguided attempts to conduct
an initial investigation can “contaminate” the process,
making it more difficult to eventually come to an appro-
priate resolution.

It is worth noting that, in some cases, we may be deal-
ing with illegal rather than merely inappropriate activity.
(For example, while it is not illegal to access pornographic
sites, it is illegal if it pertains to child pornography).

In summary, municipalities should consider the 
following steps to address this issue of inappropriate
Internet usage:

• Establish an Internet usage policy that clearly identifies
whether Internet access is provided strictly for busi-
ness use or whether “occasional personal use” is per-
mited. (Most policies that I have seen do permit
occasional personal use, recognizing that it is likely to
occur anyway, just as we occasionally make or receive
personal phone calls or even make personal copies
on municipal photocopiers.)

• Acquire and implement Internet filtering software.
Even with the limitations discussed above, I still
believe that such software indicates that the munici-
pality is making reasonable efforts to control 
inappropriate usage.

• Develop and communicate clear policies on the
types of sites to be blocked and why. In this regard,
we may have to be more specific than many of us
would like to be in our policies.

• Develop and communicate policies to indicate to all
staff that their Internet usage is being monitored and
why – and that inappropriate usage will be dealt
with appropriately.

• Develop clear policies for handling reports on
Internet usage by individual employees and for
investigating cases of suspected abuse.

• Ensure that such polices are established corporately
and that responsibility for monitoring and enforce-
ment is not left with the IT organization.

Sample Policies
Over the past year, I have collected and reviewed policies
from a number of municipalities, provincial governments
and other organizations relating to appropriate use of
technology and, more recently,“investigation protocols.”
With agreement from the submitting organizations,
MISA will post sample policies on the MISA Web site. As
noted in a separate article, the Province of Ontario is
also providing access by Ontario municipalities to its IT
security standards and policies.

This is one area in which we can all benefit from 
sharing best practices.

roy.wiseman.peelregion.ca  ■
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