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KEEPING IN TOUCH

Busy Behind the Scenes
By Peter Bennett
President, MISA Prairie
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Where does the time go? It really is hard to
believe that it is my turn again to write this column.

The last time was in September 2004, and since then
several activities have kept me busy on all fronts – home,
work and national MISA activities. The good news is – 
I have much to report on our progress in creating a
national MISA.

Representatives from MISA Chapters across Canada as
well as from RIMQ (Réseau de l’informatique municipale
du Québec) and the territories have participated in a
number of conference calls in recent months. The purpose
of these calls was to develop consensus on how to build
a MISA Canada organization.

Kevin Peacock of Saskatoon has served as chair 
of our meetings, which began in October 2004. The 
discussions started with a review of a survey conducted to
solicit the views of chapter representatives on forming a
MISA Canada. Most, but not all, survey respondents said
that MISA Canada should be a formal association with
its own defined role and mandate.

It was generally agreed that MISA Canada would be
formed from the MISA chapters, rather than be estab-
lished to replace them. Everyone agreed that the 
current MISA chapter system is working and nothing
should be done that would jeopardize their success.

At our next conference call, we were joined by
Gaston Huot of the City of Longueuil, representing
RIMQ, which is the Quebec counterpart of MISA. Gaston
said RIMQ (formerly IMQ) has existed since 1982 but
revised its name, mission and goals in September 2004.
The association, www.rimq.com, is looking forward to
better relations with MISA.

At a subsequent conference call we were joined by a
municipal representative from the territories, Mike Stevely
of the City of Whitehorse. For the first time, every part of
Canada was represented in discussions about MISA
Canada. (For the latest developments, see page 5.)

The concept for MISA Canada is clear: to become the
authoritative voice for municipal information technology
professionals on national issues affecting effective delivery
of municipal services using information and technology.

Regional MISA chapters will continue to serve their con-
stituents and act as a voice on local and regional items.

To facilitate our communication, we used a commercial
product called Sitescape. This product is licensed by
Treasury Board (Government of Canada) and operates as
a collaborative portal. We are grateful to Treasury Board
for granting us permission to use Sitescape under their
licence, without charge.

In addition to the individuals previously mentioned
as well as myself, and the individuals previously men-
tioned, other MISA Canada Interim Executive members
are Per Kristensen from Nanaimo, Gerry Matte of the
Municipality of Saanich, Louis Shallal from the Region of
York, Roy Wiseman of the Region of Peel, Daniel McCraw
from Longueuil, Daniel Malo from Montreal, Daya Pillay
of Halifax, and Bill Todd of Saint John.

In addition to MISA Canada, another item has kept
me busy – preparations for Lac Carling 2005. This
year’s theme is “Service Transformation – Taking the
Next Steps Together.” in addition to myself as municipal
co-chair of this event and a member of the conference
steering committee, other municipal members on the
steering committee are Stephen Wong from Toronto, Roy
Wiseman of the Region of Peel and Per Kristensen from
Nanaimo. Our goal is to ensure that municipal interests
are well represented at this year’s conference.

In closing, I would like to leave you with a few examples
of the kind of collaboration that has occurred among
Canadian municipalities in searching for information on
specific topics. These diverse topics include everything
from security audits (“Who’s Guarding the Guard-Dogs –
We Are!”) to feedback on a spam report, a call-centre
questionnaire for municipalities, and a quick survey 
on record-management systems (one that I can take
responsibility for).

Thanks to everyone who participated in these e-mail
exchanges. It’s amazing what we accomplish when we
work together, gaining valuable knowledge from others’
experiences. Surely that is one of the key benefits of
establishing a MISA Canada –supporting the collaboration
of municipalities across the country.

pbennett@winnipeg.ca  n
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By Melissa Urban

City of Windsor

The City of Roses will be host
for an exciting MISA Ontario confer-
ence June 5-8, featuring people and
events never seen before.

The 2005 MISA Ontario Annual
Conference and Trade Show will
combine important content with
great fun. You will find that Windsor,
known as the City of Roses because
of its experimental rose gardens and
abundant parkland, offers a scenic
riverside venue and a wide variety
of entertainment for our delegates.

The conference theme of
“Bridging the Gap” refers not only to
implementing seamless technologies,
but to advancing the role of IT pro-
fessionals in municipal governance
and overcoming communication
gaps among various levels of 
government.

For the first time, a MISA Ontario
conference will feature presentations
by both the CIO of Canada, Helen
Macdonald, and the CIO of Ontario,
Greg Georgeff. They will also partic-

ipate with a municipal IT leader in 
a three-way panel discussion of
government issues.

Keynote speakers will include
technology consultants Peter de
Jager and Tim Barr, as well as moti-
vational speaker Jim Kennedy.

In another first, exhibit space in
our sold-out trade show has been
allocated entirely to companies 
that are associate members of MISA
Ontario. It’s one way of thanking
the vendors who support our 
association.

Congratulations to Bell Canada,
our Platinum Sponsor. Bell was
selected from among nine applicants
in a draw held at the Associate
Members Luncheon in North York
on February 25.

The conference will offer sub-
stantial opportunities for a variety
of sponsorships, which have been
outlined in broadcast e-mails to our
associate members and on the MISA
Ontario Web site, www.misa.on.ca.

We are offering sponsors a new
type of opportunity in connection
with the opening golf tournament

June 5 at the Roseland Golf and
Curling Club. For a $250 sponsorship,
vendor reps can select their team
for their round of golf.

Entertainment?  We have some-
thing to suit every taste.

On Monday night, delegates will
be invited to experience a night out
of Windsor’s history – bootlegging,
courtesy of the Walkerville Brewery,
followed by ’20s-style entertainment
at Casino Windsor.

Tuesday will feature a cocktail
hour at the Art Gallery of Windsor
and then A Touch of Class Banquet
in the Canadian Club Room at the
Cleary International Centre. Each
night will wrap up with music and
dancing at the hospitality suite.

If all the activity gets tiring, you’ll
be able to get a free massage
Monday and Tuesday afternoons
from students at the Canadian
College of Health and Science.

Come for a unique opportunity
to learn with your peers and see a
glimpse of the future of municipal
information technology.

MARCH 2005
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Ontario Conference Will Break New Ground

MISA Canada Interim Executive Sets Objectives
The MISA Canada Interim
Executive has set its sights on 
achieving organizational milestones
for the national organization in 2005
and 2006.

The group has agreed to solicit
agreement from MISA chapters and
other member organizations on a
general by-law and operating princi-
ples, in time for an initial meeting of
MISA Canada to take place in Ottawa

in June 2006. That will coincide with
the MISA Ontario annual conference
next year.

The Interim Executive has been
meeting by teleconference but plans
a face-to-face meeting May 14 in
Saint-Sauveur, Quebec. The meeting
will precede the start of the 9th
Annual Lac Carling CIO Congress,
May 15-17.

Delegates to the meeting hope to

reach consensus on a memorandum
of agreement, which will indicate
support for the principles of MISA
Canada and initiate the approval
process by members.

Member organizations include
MISA chapters and municipal IT
organizations in Quebec and the 
territories. Participants from the
Northwest Territories and Nunavut
have been the latest to join.
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Municipal IT professionals
should make a special effort to
enter the awards competition for
GTEC Week, says Louis Shallal, the
municipal representative on the
GTEC board of directors.

“GTEC is the premier event in
Canada for the public sector, and
MISA and the municipal sector need
to play a stronger role,” says Shallal,
who is director of information tech-
nology services for the Region of
York, Ontario.

The Distinction Awards are
designed to celebrate leadership,

innovation and excellence in enabling
and managing e-government. There
are specific categories for municipal,
federal and provincial nominations,
and a group of 20 awards is now
open to all levels of government.

Deadline for nominations is May
27. Winners will be announced
October 3 at the Distinction Awards
2005 Gala at the Canadian Museum
of Civilization in Gatineau, Quebec.

To nominate outstanding indi-
viduals or teams for these awards,
please visit www.gtecweek.ca.

MARCH 2005
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MISA BC Makes Plans 
For Spring and Fall Events

Date Set for MISA
Conference on 
IT Security in
Mississauga

GTEC Awards Deadline May 27

MISA BC’s annual Spring
Meeting has expanded to be a mini-
conference this year. To be held 
May 5-6 in the City of Parksville, the
meeting will have an educational
and inspirational program.

The BC chapter is also busy plan-
ning its Fall Conference at the City 
of Kamloops on September 11-14.

At Parksville, delegates will see
presentations from municipalities,
vendors and provincial government
representatives on how to achieve
security in their organizations, says
organizer Barb Catto of Parksville’s
Information Systems department.

The meeting will also feature
inspirational speaker Peter McCoppin
and sessions on telecommuting 
and GIS.

Sessions will begin at 2:30 pm
Thursday, May 5, and will run through
the following day at the Tigh-Na-Mara
Seaside Spa Resort and Conference
Centre, www.tigh-na-mara.com.

At Kamloops, the Fall Conference
theme of “Return to the Heart of IT”
will reflect a focus on delivery of core
services, says conference chair Frank
Mayhood.

Broadcaster Brian Burke, former
general manager of the Vancouver
Canucks, will deliver a keynote speech.

MISA BC delegates elected a new
Executive at the chapter’s Annual
General Meeting on February 23 in
Coquitlam.

New officers are: Gerry Matte,
president; David Hennigan, vice-pres-
ident; Doug Rasmussen, treasurer;
and Steven Garner, secretary.

The 3rd Annual MISA IT Security
Conference will be held November
21-22 in Mississauga, Ontario.

Peel Region, City of Brampton,
City of Mississauga and Town of
Caledon have volunteered to be
host municipalities for the conference,
which has grown in scope and
stature as a result of the success of
the first two conferences initiated
and organized by the City of Ottawa.

The 2005 event will take place at
the Mississauga Living Arts Centre.
Accommodation will be available at
a nearby Novotel hotel.

As with the first two conferences,
delegates and sponsors from MISA
chapters across the country will be
welcomed, conference organizer
Craig Emick told the MISA Ontario
Associate Members Luncheon on
February 25.

“The conference will focus not
only on policy, administration and
technical issues, but also on the
forensic side,” Emick said.

“For example, suppose some-
thing has happened. Now what?
What are our responsibilities when
something goes wrong?  What is 
the case law?”

Display booths will be available
for sponsors. For sponsorship 
information, please contact Jack
Marsman at the City of Brampton,
jack.marsman@city.brampton.on.ca.

Other conference organizers
include Emick, at craig.emick@
mississauga.ca, and Claire McKay,
at claire.mckay@peelregion.ca.
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By Lawrence Moule 
Co-Editor, Municipal Interface

“Hello, everyone,” says the teacher, appearing on a video
screen seated at a table. “My name is Norida. Today we have two
of our students, Chin-Sing and Joseph, with us and we are going
to share with you what we have done for International Friendship
Day. Joseph, would you like to start?”

The camera pans to Joseph, and the high-school student from
Poi Ching School in Singapore tells the story of his participation
in a group that visited East Malaysia to study animals. Maps and
other illustrations accompany his talk.

As Joseph speaks, high-school students in Canada are watching
on large screens, gaining information and, more importantly,
cultural understanding about faraway societies. Where are these
students?  Not in a big city with rich educational resources. They
are in northwestern Ontario, where education is always at risk
from isolation.

But students at Keewatin-Patricia District School Board
(www.kpdsb.on.ca), one of the geographically largest school
boards in Canada, are not isolated. They are linked to each other
and to the world by a remarkable high-speed network that provides
education to 7,000 students in 27 remote locations. It exists
because of innovative microwave technologies and the determi-
nation of an entrepreneurial school board.

Covering an area of 70,950 square kilometres, the wireless 
network was constructed for only $1 million. Comparable cost for
a telecommunications network built with conventional fibre and
wireless technologies would be about $20 million.

The network does not provide as much bandwidth as conven-
tional telco networks, but it’s enough to deliver services to students
on a global scale. The presentation by Poi Ching School was part
of Megaconference Jr. 2004, a project organized by Ohio State
University and other US educational institutions to give students
in elementary and secondary schools around the world the
opportunity to communicate, collaborate, and contribute to each
other’s learning in real time (http://megaconferencejr.org).

The 12-hour videoconference took place May 12, 2004, linking
118 sites in 11 countries. Of the six Canadian sites, two were in
the Keewatin-Patricia District School Board: Dryden High School
and Beaver Brae. About 1,000 students from the board saw, and
were seen, during at least some part of the conference.

This historic event took place only a few
months after completion of the board’s network
in September 2003. Since then, the network has
become the cornerstone of a not-for-profit
company that is delivering communication and
IT services in far-flung communities centred in
Dryden and extending to Kenora in the west,
Red Lake in the north, Ignace in the east, Sioux
Lookout in the northeast and Sioux Narrows in
the south.

The network received The Learning
Partnership’s 2004 Technology Innovation Award
in the category of Ontario school boards. It
will be the subject of a presentation at Linux
World Canada and NetworkWorld Expo at the
Metro Toronto Convention Centre on April 19
of this year by the leader of its construction
team, Del Schmucker, information systems
manager with the Keewatin-Patricia District
School Board, based in Dryden.

Municipal Model
Schmucker said in an interview that the 
network could be a model for large, rural
municipalities.

“Any municipality that needs to link multiple
locations could do the same thing that we did
in order to have an affordable network.”

Schmucker is proud of the network’s capa-
bilities despite its construction, as he said,“on
the cheap.” The average bandwidth rate
achieved for the 22-link network is 48 Mbps.
Previously, the maximum rate for the telecom
network used by the board was 1 Mbps.

The network’s operating costs are about
$125,000 a year, roughly half of what it used to
cost the school board for telecommunication
services.

One reason for the low cost is that the net-
work is built on microwave technologies using
the public-domain frequencies of 2.4 and 5.8
gigaherz. Similar networks exist elsewhere in
rural Canada for various public and commercial

Low-Cost Wireless Network
Enables World-Class Education
Northwestern Ontario School Board Uses Microwave Innovation
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purposes, but the board believes that it owns North
America’s largest educational wireless network.

School boards don’t usually get into in the telecom-
munications business. The Keewatin-Patricia District
School Board did so only after other options had not
worked out.

Educational Priority
Shortly after it was created in 1997 as an amalgamation
of three former school boards, the Keewatin-Patricia
board recognized that teleconferencing had to be a 
priority if it were to provide modern educational services
to students in its region. Commercially available telecom
services, however, were too slow and expensive.

“We had 512k running to Red Lake and, when 
videoconferencing kicks in, it uses up 400 of that 512,”
Schmucker said. “That meant that only 112k was left 
to provide Internet services to the other five schools.
So we were drastically oversubscribed, and we badly
needed pipe.”

A community-based network, 807 Northwest
Networks, undertook to build a high-speed network in
partnership with a consortium of telecom companies,
with assistance from the Ontario Heritage Fund. But by
2002 construction of the network had stumbled. The
board attempted to form a partnership with a cell-phone
supplier but that also fell through.

The board’s former chief operations officer, Dan McNeill,
introduced the board’s trustees to the concept of an
independent wireless network using the public microwave
bands. The trustees grabbed hold of the idea, and
Schmucker was given the job of building the network.

“We contracted WiBand Communications out of
Winnipeg to come and confirm what we were thinking,”

Schmucker recalled. “I took the company around the
region, looking at the existing towers, and we did path
analysis to make sure that we had line-of-sight issues
taken care of.

“I secured letters from the tower owners saying they
would be interested to rent use of their towers to the
school board. Then we drafted an RFP, went through the
tender process and selected a manufacturer for the
microwave radios, Redline Communications.”

New Standard
Based in Markham, Ontario, Redline had recently become
the first company in the world to manufacture a
microwave radio built to an 802.16 Ansi standard. The
characteristics of its AN-50 radio helped to make the
board’s network affordable to build.

Schmucker explained:“The biggest signal loss with
microwave occurs in the feed cable that feeds that signal.
For a 200-foot tower, a radio at the bottom of the tower
needs to generate four to six times more power just to
get the signal up the tower, before it can be radiated by
an antenna.

“Redline uses an outdoor radio frequency head.
The microwave is generated at the top of the tower.

“That means we can use a much smaller antenna.
And, because of that, we can locate on smaller towers.
We don’t need big beefy telco towers that can hold 
12-foot dishes, with all the wind problems they create.

“We are located on towers that need only hold two-foot
antennas. Those economies made a huge difference to
our construction and operating costs.”

The board built five of its own towers and rented space
on 18 others. Distances between towers reach up to 53

Students of the Keewatin-Patricia
District School Board take part in
Megaconference Jr. in June 2004.

Below, Del Schmucker, leader of
the microwave network project.
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kilometres. The 640-kilometre network was imple-
mented in only four months in 2003 by Wiband
Communications.

Today the network operates with an average 
up time of 99.98 per cent. Besides videoconferencing,
it supports all of the board’s telecommunication
and network services, including voice over IP,
distance learning, student administration and
human-resources applications.

The one concern Schmucker has is that
microwave signals on the public-domain frequencies
might become congested in future in urban areas
such as Dryden. The network may have to be
upgraded from the 5.8 gigaherz band.

That will not be the board’s job but will fall to 
the not-for-profit company that the board created 
as the network operator. Crescive Corporation
(www.crescive.ca) came into being January 1, 2004,
and now offers a variety of consulting, training,
network management, and conference and event-
management services. Any profits are returned to the
school board.

The company’s technicians are on call at all times,
but Schmucker still helps out if a problem occurs in 
his neighbourhood.

Meanwhile, Megaconference Jr. 2005 will take place May
19, and the faces of students from Keewatin-Patricia District
School Board will be beamed around the world again. n

A lonely road snakes through northwestern Ontario in
this view from one of the microwave towers.

TM
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From IBM Canada Ltd.

Scores of government organizations are 
building the open-source Linux operating system into
their plans. Agencies in Canada, France, Spain, the
United Kingdom, Australia, Mexico, the United States
and Japan have embraced Linux to save costs,
consolidate workloads, increase efficiency, and enact 
e-government transformation.

Because of its collaborative nature, Linux overcomes
many of the traditional inhibitors of proprietary software
technology. Once introduced into an organization, it
breaks down barriers and transforms businesses and
governments, enabling them to approach problems
from a new direction. It permits thousands of organiza-
tions to work more easily and effectively with their 
customers, partners and employees.

IBM believes that Linux is an ideal target platform
from a security perspective for both desktop and server
deployments and is more resistant to crippling viruses
than other operating
systems.

Support for Linux is
growing. More than a
quarter of all servers currently shipping are running the
open-source operating system.

In February 2005, IBM announced plans to invest
$100 million (US) over three years to expand Linux 
support across its workplace software portfolio.

Mobile Challenges

The world is increasingly going mobile, a shift that has
sparked further Linux innovations. More and more, any
device in which a chip can be embedded can be con-
nected over the Internet, giving organizations exciting
new ways to connect their citizens, customers, suppliers
and employees.

These opportunities can also generate new challenges
for organizations as they try to integrate these new
devices into their existing IT infrastructures to inter-

connect departments and people. IBM aims to give
Linux a further evolutionary nudge, bringing the open-
source operating system  into the desktop and mobile
computing realm.

Unveiled in May 2004, the multi-platform IBM
Workplace Client Technology solution could help even-
tually bring to Linux the applications and functionality it
requires to become a viable desktop contender.

It’s a strategic initiative for IBM, and the technology
promises to enable applications to provide the rich end-
user experience of a client, with the cost-benefits typically
associated with browser-based applications, across both
Windows and Linux PC environments.

Evolution of the Client Server Environment

It helps to revisit how today’s IT environments have
evolved and why, now, organizations are asking for more
choices when mapping out their IT infrastructures.

IT infrastructures have evolved from the days of
green-screen 3270 terminal computing, when users had

to use what was in front of them and a simple application
change required months for a specialist to administer.

The terminal computing model evolved into a distrib-
uted environment, where a client model featuring PC
clients housed applications such as Lotus SmartSuite
and Microsoft Office. Although more flexible and user-
friendly than the terminal computing model, the obvious
limitation was the lack of a central repository. Users had
plenty of information on their PCs, but the PCs couldn’t
talk to each other.

Then came the client-server model. Though again 
an improvement because it permitted users to talk to
servers, this model ultimately produced silos of applica-
tions that couldn’t talk to each other either, forcing users
to respond by opening application after application.

OPEN SOURCE

Linux Operating System Brings
Governments New Opportunities

Incompatible platforms can be harmonized
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Finally, the idea of portals and integrating applications
across an enterprise, with browser access to applications,
emerged. The advantages on the back end in this model
are substantial, but in some instances it sacrifices usability
because of the limitations of browser environments.

Linux Becomes a Viable Choice

Because it incorporates a standards-based middleware
infrastructure, delivers standard file formats, and has a
flexible architecture that accepts plug-ins, Workplace
Client Technology basically provides organizations with
a conduit through which they can start to standardize in
an open way on the back end.

“Part of the appeal is that Workplace Client Technology
gives Linux users the chance to use really robust client-
side applications that are server-managed, which has
traditionally been where Windows has dominated,” says
Jim Elliott, advocate for strategic growth businesses at
IBM Canada.

“Linux is getting the chance to be a player in the client
realm. And Linux is also big on total cost of ownership
because you don’t have to touch those desktops to
deliver rich client applications since they’re all server-
managed. It’s a choice that wasn’t previously available,
which is a big message to Linux users.”

Addressing Pain Points

Sprawling IT nightmares typically don’t happen overnight.
Rather, it’s usually a gradual process of buying a server
here for one workload, buying another server there for
something else, and then buying a bigger server meant
to compensate for organizational growth, and so on.
Eventually, the IT environment consists of servers and
storage components spinning an expanding technology
web, with no one person really knowing everything
about it.

“It’s clearly a pain point,” says Elliott.

OPEN SOURCE

Gemeente Haarlem, Netherlands: A Dutch city 
government improves its public services, reduces the
time required to fulfill citizen requests, and saves
$581,000 (US) in less than one year by centralizing its
fragmented agency processes on to a single IBM
eServer iSeries server and running Novell SUSE Linux.

Forum Universal de les Cultures 2004, Spain:
European cultural and political festival solves its enter-
prise-resource-planning needs with IBM Informix
Dynamic Server and Red Hat Linux.

epost Canada: A Canadian electronic-mail service
provider lowers its total cost of ownership by three
times when it implements IBM WebSphere MQ and
DB2 software on Red Hat Linux to form the foundation
for its next-generation delivery network, enabling the
company to expand and integrate flexibly.

Government of Prince Edward Island: The PEI
government rapidly develops new Web applications to
extend a variety of services to citizens through a rich
Web portal using IBM WebSphere Studio Application
Developer and WebSphere Application Server - Network
Deployment and a Red Hat Linux operating environment.

DGDDI, France: A European customs agency
increases its organizational flexibility, while reducing its
IT costs, by consolidating its server environment on IBM
eServer pSeries systems running Red Hat Linux and
IBM AIX operating systems.

Criminal Justice IT: British criminal justice organi-
zations integrate divergent offender information 
databases by implementing IBM WebSphere MQ and
WebSphere Business Integration Message Broker soft-
ware on Novell SUSE Linux.

Chicago Transit Authority, Illinois: Midwestern
transportation agency updates its intranet platform
and implements an integrated backup and recovery
solution by installing an IBM eServer zSeries server 
running Novell SUSE Linux, IBM TotalStorage technology,
IBM WebSphere software and IBM Tivoli software.

City of Calgary: Until 2003, Calgary’s Unix environ-
ment included 5,000 desktop computers, 7,500
Windows NT accounts, 200 Windows servers and 140
Unix servers, all spread among more than 175 locations.
After moving to Linux, the city discovered in proof-of-
concept research that batch processing was 200 to 500
per cent faster in some cases.

Linux Implementations Around the World
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“When you think about the build-up of the infrastruc-
tures from the late ’90s, you have a lot of companies
with complex architectures that don’t talk to each other,
and they have a lot of trouble rationalizing their costs.
This has been an issue in the market place for a few
years now, ever since the economy started struggling
back in 2001.”

Infrastructure simplification provides a way to end
the nightmare and at the heart of the solution is Linux.
More and more, Linux is acting as the magnet that
brings together what were once completely incompatible
server and client platforms. Where once it was common
for an IT department to sport numerous machines running
numerous operating systems, today there is Linux, with
the capability to bridge disparate systems across an 
IT network.

“The role of Linux is that it’s an open, flexible platform
that can be the foundation for future growth,” says Elliott.

“It can not only help to simplify architectures, but its
open flexible nature and support for multiple platforms
permits organizations to lever their existing hardware.”

Logical Progression

Use of open-source software means that organizations
can fully understand how their systems function. Linux
developers can see and understand the back ends of
their systems to a degree not possible with proprietary
operating systems.

Use of open standards permits the inter-operability
of various applications, technologies and computer
devices, providing customers with a wider choice and
flexibility to deploy applications.

Additionally, the cost of ownership for Linux systems
is often substantially lower than commercial alternatives.

Factiva, a news aggregator powered by Dow Jones
and Reuters, quotes Neeraj Bhai, chief technology officer
at IBDI Bank in India, as he demonstrates this technology
with a practical example:

“Our mail server started off handling 15,000 e-mails a
day and scaled up to 1,650,000 e-mails a day. We took an
old server and installed Linux on it, saving on hardware
costs because we didn’t have to buy a new box.
[Additionally] if I had used [commercial software] I
would have had to pay for 1,500 client-access licences
… [and] I haven ’t seen instances where my Linux 
box crashed.”

Beyond this, Linux becomes more practical as 
the amount of hardware and software designed for 
it continues to expand. The market is now producing
more machines and applications built for Linux than
ever before, with more coming all the time. Linux-
powered products exist at all levels and accommodate
all needs.

But it goes beyond this.The volume of software – from
mail servers to intranet-management solutions – has
increased exponentially, and the quality of these appli-
cations is world class.

Information in this article was contributed by IBM Canada,
an associate member of MISA Ontario. Some portions of
the article are published with permission from Linux
Executive Report from IBM (August 2004), Ryan Rhodes,
News Editor, IBM eServer Magazines. n
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By Louis Shallal
Region of York, Ontario

Several IT professionals from municipalities in
Ontario have agreed to create an informal group to
investigate opportunities to use open-source technologies.

The Municipal Open Source Group will consider
cooperating in the development and sharing of municipally
developed or sponsored IT applications across Ontario
(and Canada).

The idea originated at the Region of York, where we
have come to the conclusion that open-source computing
should be an important component of an effective long-
term IT strategy for municipalities. The reasons are out-
lined below. This discussion of open-source technologies,
written by Vito Palmeri, a project manager in York
Region’s Information Technology Services Department, is
taken from the department’s draft IT strategy document.

Open-Source Computing
Open standards, open architecture and open applications
are the fundamentals of open-source computing. The
idea is very simple. With open-source computing anyone
can read, redistribute, and modify source code for tech-
nology to meet specific needs. They can read it, adapt it,
improve it, and fix it.

The term “open standards” refers to specifications 
for APIs, protocol, and data and file formats. These speci-
fications are published without restrictions that limit
implementations or require royalties or payments.

Open architecture refers to hardware interfaces and
hardware device drivers that are explicitly made public
so hardware can be used freely. The design of the 
hardware is also public so others can implement it and
learn from it.

An open application makes its source code available
to the public, who can read it and learn how to integrate

it with other applications. Licences for open application
software are free and can be distributed. Derivatives can
be created and distributed without any licence fees.

Because specifications are not hidden, open-source
computing ensures flexibility and inter-operability.
Another important characteristic is that it eliminates
vendor lock-in. Any vendor can update and improve the
source code and easily integrate open applications.

While TCP/IP, HTML, XML, Linux, Apache, Mozilla and
SendMail are known examples of open-source computing,
these solutions constitute only a very small fraction of
open-source computing technology. Open-source 
computing can meet the requirements of mainstream
enterprises including all branches of government.

Strategic Advantages
Open-source computing reduces application licensing
and integration costs. Licences for open-application
software are free, and open-source computing application
components can be reused across the organization.
Open-application software products can easily “talk” to
each other.

Open-source computing can be a major source of
innovation. Development through open municipalities
can lead to potentially broad ideas and creativity, and
greater collaboration among municipalities.

Invitation to Join
Based on this information, IT leaders from the cities 
of Barrie, Hamilton, Kingston, London, Timmins and
Windsor are interested in joining the new group, along
with the Town of Markham and the Region of Peel. If
other professionals are also interested, please contact
the author.

Louis Shallal is director of ITS for York Region. He can be
reached at louis.shallal@york.ca. n

IT Professionals Form
Group to Investigate
Open-Source Solutions
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By Alec Taylor
Microsoft Canada Co.

Canada’s municipal governments are caught
between two opposing forces. Citizen demand for
online delivery of government services – with adequate
security and privacy measures in place – has never been
higher. At the same time, municipal administrators are
working with shrinking operating budgets. These days
then, it’s all the more important that municipal technology
projects are run efficiently with a close eye on cost 
control and a clear return-on-investment target.

This is one reason why IT officials are paying attention
to the discussion around open-source software. Through
countless stories in the mainstream and trade media, the
arguments of open-source advocates and a recent push
among certain software vendors to promote themselves
as open-source friendly, IT managers are being told that
they can obtain an enterprise-class solution that is
secure, reliable, less expensive and risk-free.

It is possible for local governments to acquire software
from the open-source community with no upfront costs.
Nevertheless, municipal managers and IT professionals
would be wise to remember the old axiom – “there are
no free lunches.” The business case for open-source 
software is much more complicated that it might first
appear – requiring detailed decision-making frameworks,
due diligence and understanding of the risks associated
with all technology solutions.

To make effective, informed buying decisions, it’s
important that local governments know the facts. All
software comes at a cost – the choice between commercial
or open-source software is not a about “free versus
licences.” Rather, it’s about deciding what type of costs –
and risks – make the most sense for an organization to
incur based on their business goals.

Development Models
The open-source and commercial software-development
models are integral parts of the broader software
ecosystem. The models have co-existed within that
ecosystem for decades, and both have played important

roles in its evolution. Moreover, recent actions by several
leading software firms suggest that elements of these
two models are beginning to overlap in important ways.

As an example, roughly half of the open-source pro-
jects on the SourceForge Web site (www.sourceforge.net)
run on the Windows platform. Microsoft’s Shared Source
Initiatives enable us to share bits of our code with 
governments, developers and partners under various
licensing arrangements. We also share source code with
customers, partners and governments worldwide – to
date, more than one million developers have accessed
source code through various source-sharing programs.

Within the context of the public sector, our
Government Security Program offers participating gov-
ernments zero-cost, online, smart-card access to source
code for the released versions, beta releases and service
packs for Windows 2000, Windows XP, Windows Server
2003 and several Microsoft applications.

The bottom line is that Microsoft has no interest in
competing with the open-source development model.
What we will do is compete with the commercial deriva-
tives that come out of that model including Linux, My
SQL, Sendmail, Apache and others.

Commercially Viable Software
It’s true that the market can and will determine the success
or failure of various licensing and distribution models,
and we oppose restrictions favouring any model at the
expense of any other. Ultimately, market forces will
bring about innovation and cost efficiencies, and the
successful providers will incorporate the most beneficial
aspects of several models.

As more local governments evaluate open-source
software, the underlying development model becomes
less important. Instead, their focus shifts toward the
ability to meet their business needs.

So what does it take to produce a commercially
viable software solution?  Regardless of the develop-
ment model, for software products and solutions to be
successful they must:

• Work on different types of hardware 

• Inter-operate with other kinds of software 

OPEN SOURCE
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• Have support and services ecosystems in place to
ensure that support can be obtained at a reasonable
price and in a reasonable timeframe 

• Provide indemnification 

• Have a viable future roadmap 

• Support backward compatibility.

To meet these criteria, investments must be made. If
that investment comes from organizations using open
source, it usually means that an investment in employees
or a support contract with an outside vendor is required.

Decision-makers are looking at a range of software
options regardless of the development model used to
create that software – from commercially produced
solutions from major companies to commercially sup-
ported software solutions built with the open-source
development model.

At the end of the day, it is about making the right
decision for the right reasons based on sound information
and a good understanding of the risks. These risks bear
closer analysis.

Total Cost of Ownership
A 2002 IDC study, Windows 2000 Versus Linux in Enterprise
Computing, found that software acquisition represents
no more than five per cent of the total cost of ownership
(TCO). Our customers are more concerned with the 95
per cent that goes into things like staff, downtime,
management
and training.

Any business
case for open
source must be based on the realization of significant
savings around staff costs, downtime and management.
It is in these critical areas that the hidden costs of Linux
start to appear. For example, if customers chose to
download and maintain Linux internally with no outside
help, they would have to ensure that they had the
resources to manage that open-source environment.
Public-sector customers have reported that Linux pro-
fessionals cost up to twice as much as Windows profes-
sionals.

The alternative would be for customers to buy a Linux
distribution and pay for support from a third party such
as RedHat, Novell, HP or IBM. In that case, customers
would have to pay for that service – erasing the three- to
five-per-cent cost savings from software acquisition –
and would also have to consider various terms and 

conditions in the support
contract, including agreeing
not to modify the code.

One of our customers,
Dufferin-Peel Catholic District
School Board in Ontario,
recently upgraded their 10-
year-old legacy system with
Windows Server 2000. The
board’s previous system
required a great deal of IT
support as a result of mal-
functioning programs and

software incompatibility. Initially the school board had
tested a Linux thin-client solution but found it to be
expensive because users had to pay client-access fees
for each registered user. With Windows Server, this fee
doesn’t apply.

Security and Reliability
Few issues are as important to governments as security.
Citizens expect government systems to protect their
sensitive information. The cost of breaches, both in
terms of public trust and in the sheer scope and sensi-
tivity of the data at risk, is too high to contemplate.

It is often argued that Linux is more secure because it
was developed by a community of developers and that
many eyes working collaboratively are able to fix vulner-

abilities faster and more effectively than can a public or
private corporation. Yet all software, open source or not,
contains flaws. In fact, Forrester Research found in its
April 2004 Days at Risk report that Microsoft had the
lowest overall number of days at risk (measured from
the point vulnerability is known to the time of a patch)
and lowest number of severe vulnerabilities compared
with four major Linux distributions, including Red Hat
and SUSE.

In terms of reliability, Windows requires fewer steps
(well-documented in such offerings as the Microsoft
Service Architecture blueprint for building mission-critical
IT environments) to reach a comparable or higher state
of reliability than that offered by Linux.

In a 2004 report from The Yankee Group, Indemnification
Becomes Open Source's Nightmare and Microsoft’s

OPEN SOURCE
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Blessing, the authors state that, within 24 months of
acquiring Linux, businesses should expect to spend as
much time and money securing their Linux systems and
servers as they would devote to Windows systems.

No one person or entity is entirely accountable for
what changes are made to Linux and what impact they
might have. Microsoft, on the other hand, is solely
responsible for Windows security. In the past 18 months
Microsoft has trained more than 18,000 developers on
how to write secure code – the result being significantly
more secure products like Windows Server 2003 and
Exchange Server 2003. Benchmarks also show that
Windows Server 2003 is as stable as leading Linux 
distributions but has the advantage of also being 
able to more quickly scale in and out of multi-server
environments.

Inter-operability Can Be Misleading
There is a great deal of confusion about inter-operability
– both within the software industry and among software
consumers, concerning the terms “open source” and
“open standards,”and the concepts, policies and licensing
implications these terms represent.

The term “standard” can take on an array of meanings
in various contexts. The International Organization for
Standards (ISO) gives the following definition:“A standard
is a document, established by consensus that provides
rules, guidelines or char-
acteristics for activities or
their results.”

Within the context of
software development,
open standards exist to
enable inter-operability
among multiple compet-
ing implementations
while also ensuring that
certain minimum require-
ments are met. An open
standard is unrelated to
the development model
used to implement that
standard. In the software
development model, it is
equally possible for an
open standard to be
implemented in a propri-
etary software package as
it is in an open-source
software package.

An excellent example of the power of open stan-
dards is the work by Microsoft, IBM and others through
the W3C respecting XML and Web services.

The principal philosophical objective of open-source
software, by contrast, is to ensure that software users are
free to modify and redistribute source code. Because it
may be modified, any open-source software product
that initially is standards-compliant may be altered by
any user in a manner that renders it noncompliant, and
perhaps incompatible with other users’ versions of the
software. The freedom to modify code necessarily
includes the freedom to undermine its inter-operability.

The key to success for municipal governments is
clearly around open standards.

Public Service or Software Management?
As the 2002 IDC report demonstrated, the cost of support
cannot be avoided. The question then becomes: which
platform will enable an organization to maximize its
spending?  Governments should always perform basic
due diligence, assessing where a particular vendor will
likely be in five years and whether it has the capability
to offer around-the-clock support, and ensure that a
potential solution enables them to focus on running the
business of government rather than engaging in constant
technical support and development.

OPEN SOURCE
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Support includes having all the necessary skills
required to help manage the technology, and this poses
certain risks to users of open-source software.
According to the Linux Professional Institute, as of
December 2004, 75,000 people worldwide had taken its
certification exam. By contrast, more than 1.6 million
people have achieved Microsoft certification.

Thus, Linux-certified IT managers with deep expertise
in open source are a benefit while they are on the job
and a serious business risk when they decide to leave,
because finding the skills needed to maintain business-
critical applications on open source is likely to require
more time. In fact, whether businesses want to or not,
the open-source model requires them to place software
development and related skills – not business develop-
ment – at the core of their overall strategy.

Commercial software packages from leading vendors
are more widely used, support a large and mature skill
base, and offer well-established points of contact in the
event that more specialized technical support is required.
Given their maturity, packaged software platforms run
virtually in the background, enabling users to focus on
the business.

This was a chief deciding factor for The Credit Valley
Hospital in Mississauga, Ontario. Faced with tremendous
population growth in the region, the hospital recognized
that improvements in information technology would
help staff be more efficient. After looking at alternatives,
it moved to Windows XP in early 2004.

“We looked at different options for the desktop
including Linux, but none offered the same level of 
systems management, support or tools as Windows XP,”
says Leigh Popov, manager of technical services and
telecommunications at The Credit Valley Hospital.

“Because we’re publicly funded, we need to do things
as cost-effectively as possible. Windows XP permits us
to manage our environment with the least amount of
resources.”

Exposure to Risk

Intellectual property (IP) concerns are rarely on the radar
screens of municipal governments –nor should they be.
But IP lies at the heart of profitable software develop-
ment, ensuring that innovations produce revenue to
support future revenue, provide jobs, and add to the
health of the economy. As IT departments know, tracking
software licences across an operating environment is

not an easy job, and many large firms are asking vendors
to indemnify them from potential legal actions as a
result of IP-related conflicts.

Although The Yankee Group noted in its report
Indemnification Becomes Open Source's Nightmare and
Microsoft's Blessing that the chances of being involved 
in an IP lawsuit are roughly equivalent to having tax
returns audited, it also found that the relatively low risk
is balanced by potentially high costs.

According to the Yankee Group, the moment a com-
pany is named as a defendant in any type of third-party
IP litigation, it loses  regardless of the outcome. Such
lawsuits can drag on for years, consuming valuable 
corporate resources. In the absence of indemnification
protection from the vendors, corporations will be 
forced to spend their own time, money and resources
defending themselves.

Lawsuits are more likely when an organization uses
open-source software for the very reason that many 
parties are involved in altering or enhancing code. It
increases the risk that open-source users are unwittingly
using IP-protected code. Those who opt for open source
may need to insure themselves accordingly. As the

OPEN SOURCE

Hidden Costs Are Still Costs
A 2004 Forrester Research survey found that 86 per
cent of firms cited low acquisition cost as the major
reason for their open-source buying decisions, while
77 per cent said they expected to lower their total
cost of ownership. Forrester then interviewed 14
Linux users and concluded that:

• Virtually all of the companies spent more time in
preparation and planning for their Linux deploy-
ments than with comparable Microsoft projects.

• Training costs for their IT employees were signifi-
cantly higher for Linux than Windows – on average,
15 per cent more expensive.

• The companies that had specifically tracked the
total costs of their Linux deployments said that
maintenance and support were their biggest areas
of spending. Upfront purchase prices were lower,
although pricing models resembled those of pack-
aged vendors.

Source: http://www.microsoft.com/canada/getthefacts/
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Yankee Group concluded, there is no clear consensus
among the Linux distribution vendors regarding how to
deal with this matter.

In the commercial software model, the software
provider is solely responsible for acquiring and manag-
ing third-party IP rights. In the event that a customer
stands in violation for whatever reason, Microsoft, for
example, offers all its customers full protection against
legal action, whatever the costs. In fact, according to a
recent IDC bulletin, Microsoft Augments Intellectual
Property Indemnification, Microsoft’s indemnification
protection is the most complete in the industry.

Understanding Government
Local governments need strong, scalable and sustainable
IT environments at a cost they can sustain over the long
term, even if operating budgets continue to shrink. They
also need a clear development roadmap and, with
municipal resources facing many and varied pressures,
the ability to scale efficiently.

Local IT officials should consider several things
before choosing a platform – namely, what advantages
does it offer, how well the potential solution fits into 
the organization’s current IT environment, the stability
and long-term vision of the vendor, and evidence that
the vendor and technology can help further business
objectives.

Packaged software vendors and local governments
do share the same goal – to find effective ways to use
technology to further business goals.

By keeping this target in mind, local governments
can properly review the options that are available 
to them and, ultimately, make a decision that is right 
for them.

Alec Taylor is director of platform strategy for Microsoft
Canada Co., an associate member of MISA Ontario. He can
be reached at alect@microsoft.com. This article is based on
a presentation at GTEC Week in Ottawa in October 2004. n
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By Ross Chevalier 
Novell Canada

Canadian municipalities are curious about
Linux and other open-source technologies. Although
few have implemented them yet, they are interested 
to find out what benefits other municipalities have
experienced. One municipality that is pleased with
its Linux operating system, especially because of 
cost savings and increased security, is Jefferson County
in Colorado.

With almost 3,500 employees across 46 locations,
Jefferson County provides services for 530,000 citizens
in the Denver-Aurora metro area of Colorado.

Managing hardware and software costs was a key
reason the County began running several open-source
applications, says Steve O'Brien, director of IT operations.

“We like open standards, and the security is so much
better with Linux. As a government agency with a lot of
homeland security and law enforcement work, we take
security very seriously.

“We also see a huge difference in uptime. Some of
our Linux servers have been up for three years.”

Large Cost Savings

Moving to Linux has helped Jefferson County reduce its
hardware costs by 50 per cent, by replacing large UNIX
servers with Intel hardware. The County has reduced 
its software costs nearly 30 per cent with open-source
products.

Jefferson County uses the SUSE LINUX Enterprise
Server and also plans to move to Novell Open Enterprise
Server to take advantage of its directory and network
services on Linux.

O’Brien says: "We plan to consolidate most everything
to Open Enterprise Server and reduce the costs of buying
big expensive servers. In a few years, we plan to be 
100-per-cent Linux with our Novell products."

Jefferson County plans to run many of its core 
applications on Linux servers, including its electronic 

data-management system and Oracle applications. The
County also has several large PostgreSQL databases –
one with 23 million records – that run on Linux.

Novell eDirectory is the foundation of the County’s
infrastructure, providing a single repository for user
identity information. Developers tie all applications 
that require authentication to eDirectory for central
authentication of users. Users can access applications
regardless of platform – HP UX, Linux or Microsoft
Windows.

Integrating applications in this way has helped
reduce user administration time by 30 per cent,
O’Brien says.

For example, the county uses Novell iPrint to simplify
printing by giving users a graphical map of the printers
in their area. Clicking on the printer icon automatically
downloads the correct printer driver.

Remote Accessibility

Another network service, Novell iFolder, gives users
secure remote access to files whether working from
home or another office, or while travelling. Using a 
standard Web browser, users can access files using 
any computer.

The County selected GroupWise for collaboration
and is running the GroupWise Linux client on SUSE
LINUX Enterprise Server. GroupWise Messenger provides
secure instant messaging among county users, based on
eDirectory, and also integrates with GAIM, a multi-protocol
instant messaging client running on Linux.

O’Brien sums it up: "By implementing open-source
solutions, we are able to reduce our hardware costs by
50 per cent, our software costs by 30 per cent and our
administration cost by 30 per cent, while improving our
uptime and our overall security. We like that.”

Ross Chevalier is CTO/CIO of Novell Canada Ltd., an 
associate member of MISA Ontario. Steve O'Brien of
Jefferson County can be reached by sending inquiries to
novell@onenetnews.ca. n
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By Joe Wozny

Smart Choices Society of British Columbia

Four years ago the Smart Choices Society of British
Columbia embarked on an ambitious program to give the citizens
of Coquitlam and Port Moody their community, their way. What
this results in is a totally integrated, citizen-centric eCommunity
that, as the Society likes to say, turns the Internet upside down to
bring a local focus to life.

One of Industry Canada's Smart Community Demonstration
Sites, Smart Choices, a not-for-profit society, received a grant from
the federal department in 2001 and began an extensive community
engagement process to determine what should become a part of
the ground-breaking eCommunity, and how it should be presented.

Not only was Smart Choices bringing a new way of thinking 
to the Internet, but it was leaping over municipal boundaries to
amalgamate information from multiple communities and levels
of government to deliver the best possible local portal experience
for its constituents.

The result was the citysoup enterprise architecture that supports
a number of interactive products, each with discrete views and
applications for the communities of Port Moody and Coquitlam.
These products focus on extending and facilitating community
services and businesses, community capacity building, support
for municipal economic development and extending city services
through the Internet to constituents.

Communities Share Portal
The products deployed as part of this initiative include:

• Citysoup.ca, an eCommunity portal that delivers a multi-source,
content rich, locally focused information service on all things
reflective of the communities of Port Moody and Coquitlam.

• City Hall Web sites for the cities of Port Moody and Coquitlam
complete with online registration, GIS mapping, community
calendars and directories, and online bill payments.

• Library integration for the communities’ two library systems,
enabling them to provide an integrated library card, concurrent
searching across multiple data bases, homework help and
much more.

• Integration with city legacy systems and stand-alone
eBooking systems for other activities.

• Scaleable Web site building tools for use by
more than 165 community groups, citizens
and businesses, as well as a CMS-based
publishing system that municipalities,
community groups, citizens and businesses
can use to maintain and enhance the inter-
active services they provide. This includes
access to tools like eStores, blogs, forums,
eGalleries and ecards.

• Integrated process-specific content man-
agement, search and sign-on capabilities to
support the needs of all key constituents.

• Governance, policy, communications 
and project-management guidelines for
implementing and integrating interactive 
community services into the fabric of the
municipal infrastructure.

• Content libraries of commonly requested
information in more than 1100 categories.

Three-Year Development

Citysoup was created and continuously refined
by a project team that was “embedded” within
municipal environments for three years, working
hand in hand with municipal staff in living lab-
oratories to build an efficient Web-publishing
system that improved internal performance for
department communications.

Equal emphasis was placed on understand-
ing how citizens think – how they access the
information that City Hall has resident in its
departments.

By investing extensive effort into such
details, citysoup blends the traditional 
organizational structure of city hall with the
typical citizen’s thought processes to deliver a
portal environment that works seamlessly for
both the visitor and the information supplier.
The end result is improved internal efficiencies
and more relevant, up-to-date information for
the public.

Beyond Municipal Boundaries:
Citysoup Redefines the Portal
BC Organization Serves Two Municipalities and Much More
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Smart Choices and citysoup have had 
an enormous impact in Port Moody and
Coquitlam. During the three years of the project,
Smart Choices completed its objectives to
expand access to online services, increase
understanding and usage of computers, create
new online tools for eGovernment services,
and improve linkages among government,
education, community and business.

During the first cycle that online bill payment
was available, more than 25 per cent of Port
Moody’s utility bill payments were handled
self-serve online, a trend that is expected to
increase during future bill cycles.

More than 50 per cent of all new leisure
Sprogram accounts opened in Coquitlam 
were created online during the first two weeks
of service, and online account management 
continues to grow.

Gateway to Services
As an eCommunity/municipal portal system, Port Moody
and Coquitlam’s citysoup deployment is a local gateway
to all civic and social services, businesses, community
groups, government, libraries, education, sports, enter-
tainment and events within a local community.

The platform is built on industry-leading software,
including Microsoft CMS and .NET, plus Inktomi (Verity)
search and is hosted in Telus’s state-of-the-art, secure
International Data Centre in Calgary. All components
are built in easy-to-deploy “plug and play” blocks that
permit users to choose the components they need and
scale according to their growth and circumstances.

Since its inception, Smart Choices’ citysoup
eCommunity has been the recipient of a growing body
of national and international accolades, receiving recog-
nition for its citizen-centric focus, community engage-
ment and broad grassroots support. Among the foreign
delegations visiting the project to learn about its impact
and best practices are groups from Japan, Denmark,
China, the United Kingdom, Ireland, Chile, Venezuela and
New Zealand.

Citysoup's leadership position in eCommunity evolu-
tion was recently acknowledged by Harvard University
with a scholarship to the high-prestige “Leadership for a
Networked World: the 2005 Leadership Agenda,” orga-
nized by the Kennedy School of Government. Based on
an outstanding performance, citysoup was invited back
for an unprecedented second scholarship to the second
stage of the Summit in March 2005.

Another honour is an invitation from Ontario’s CIO
office to participate in the IM/IT STAR panel, which is

charged with exploring inter-jurisdictional IT initiatives.
As well, citysoup is the only entity at a municipal level to
be invited to participate in the Steering Committee for
the BC Seniors Portal, which hopes to amalgamate infor-
mation on various topics from multiple sources perti-
nent to seniors into one easy-to-use information service.

The citysoup.ca Innovation Centre offers a variety of 
services for residents and businesspeople.
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As Smart Choices gathered feedback from across
North America and Europe on the Port Moody and
Coquitlam citysoup deployments and enterprise archi-
tecture, we saw that most local governments were trying
to embrace the power of the Web in similar projects like
citysoup. Many local governments had deployed so-called
Phase 1 Web sites as a technology solution as opposed
to a holistic communication solution and a strategic
municipal government tool (Phase 2).

We also clearly saw that, while Phase 1 Web sites
addressed some of the challenges in providing basic
access to services, municipalities realized that there is a
strong need to re-deploy Phase 2-type sites.

Proven Products

Municipalities also told us that they are interested in
learning from others, not duplicating efforts at trying to
reinvent the wheel. They also want to deploy products
that are proven to work, provided these products can be
implemented at a reasonable cost-benefit ratio.

This feedback led Smart Choices to introduce
citysoup.net. Citysoup.net packages the knowledge 
and experience from the Port Moody and Coquitlam
enterprise deployments and makes it available to all
governments.

At the 2004 conference of the Federation of
Canadian Municipalities in Edmonton, citysoup.net was
introduced to municipalities for further feedback and
comments. Attendees at the conference expressed a
strong interest that they liked the idea of using the
citysoup shared infrastructure and learnings to deploy
their Phase 2 Internet offerings.

Smart Choices therefore began promoting citysoup.net
in the fall of 2004 while continuing to work with the
cities of Coquitlam and Port Moody to enhance their
local citysoup.net offerings. Smart Choices is also working
to develop further thought leadership in the area of
deploying information, communications and technology
applications (community informatics) that empower
communities.

To date Smart Choices has been actively bidding and
working with a number of Canadian municipalities for
2005 deployments. A recent memorandum of under-
standing was signed with the Ireland Local Government
Computer Services Board for exploration of citysoup
deployment to Irish municipalities. Local governments
who have displayed an interest in citysoup.net range
from small communities of 3000 citizens to cities with
more than 250,000 citizens.

You can find complete details on citysoup.net and its
offerings at www.citysoup.net.

Joe Wozny is executive director of the Smart Choices Society
of British Columbia. He can be reached at joe@lionsbay.net.
This article is based on a presentation to the MISA BC
Annual General Meeting in Coquitlam on February 23. n

The citysoup.ca Innovation Centre serves the
Lower Mainland region and is enabled for 
high-speed wireless by Fatport, for use inside
and outside the building.
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By Mike Palmer
City of Langford, BC

People are flocking to live in the
City of Langford, located in the Capital
Regional District at the southern end of
Vancouver Island. A favourable climate
and easy access to Victoria mean that our
population, now about 20,000, has been
growing at an annual rate of more than
seven per cent for several years.

Unfortunately, from a municipal IT
point of view, more people means more
documents. At one point the volume 
of documents was becoming almost
impossible for the City to manage.

Our problems were not unique. Perhaps your munic-
ipality is familiar with situations like these:

• Documents resided in many places, with no consistent
way to identify and locate them.

• The number of electronic documents was growing 
so fast that we could not organize them into a filing
system on a timely basis.

• There was inadequate protection of original electronic
documents to prevent them from being altered.

Langford today has solved such problems by the
application of advanced hardware and software products.
We can control our municipal electronic documents 
and facilitate access to them, and we have significantly
improved some of our workflow processes at the 
same time.

Langford’s solution can provide a useful case study
for smaller municipalities struggling with document-
management problems.

Background
The roots of our story go back to 1998 – the year we 
created an electronic document folder hierarchy based
on the Municipal Officers Association guide for the clas-
sification of documents. This alpha-numeric system for
filing electronic documents was a mirror image of the
paper file system that staff had been using for years.

With no more space for paper files, we hired a full-
time staff member to scan all paper files more than two

years old. At that time we had roughly
40,000 documents to scan. Paper
records, once scanned, were indexed
using optical character recognition. We
purchased a corporate search engine for
this purpose. People could drill down
through the alpha-numeric system or
conduct a keyword search to find docu-
ments.

We also implemented an electronic 
document-management policy, to ensure
that documents were preserved and
stayed secure, because people frequently
made changes to original documents by
accident. The new policy required staff 
to move documents, once competed 
and signed off, from their personal 

working folders to the newly created alpha/numeric file
system. There, file-level security was set so that docu-
ments would be in read-only format and would stay safe
and secure.

Many municipalities of our size probably manage
documents this way. For us, however, these policies and
procedures became inadequate in less than five years.

Difficult Searches
As our organization grew, staff started to complain 
that the alpha/numeric file system was too complex 
and hard to navigate, and that the corporate search
engine was inconsistent. By 2003 the municipality 
had about 170,000 electronic documents, and finding
the one requested was becoming a time-consuming
challenge.

Our scanning program couldn’t keep up with the new
documents being created. Original documents were still
being modified. Moving them to the alpha/numeric file
system took too long, so staff chose not to do it.

We needed a solution not only to solve our current
problems but to enable us to deal effectively with a
much larger volume of documents in future. With the
aid of a consulting firm called Habenero Consulting, our
staff collectively designed a new system to reduce the
number of steps required to manage documents and
improve access to them. Over time, the system has
proved to have many other benefits as well.

Fast-Growing Langford Finds Way
To Get Documents Under Control

Mike Palmer addresses 
the MISA BC 2004 Fall

Conference at Whistler.
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Portal Server
We purchased the SharePoint
Portal Server from Microsoft
Canada. Designed to integrate infor-
mation from various systems into one
solution through a single sign-on, it
also enables individuals and teams
to collaborate by organizing relevant
information across business processes.

Our first use of this technology
was to solve the problem of securing
documents. We didn’t want to move
files any more. We designed a system
whereby, once a document is
approved or signed off, the user 
simply saves the document as read
only. No moving is required. The
system automatically indexes the
document according to its proper
classification.

In fact, the system’s search engine
indexes all content inside the portal
as well as all the content in our legacy
file server. Staff is able to find content
both inside and outside of SharePoint
through one interface.

SharePoint also comes with a built-in optical charac-
ter-recognition (OCR) engine. Now, our staff member
dedicated to scanning no longer has to index content at
the time of scanning. Documents can be filed as fast as
they can be scanned and the OCR process happens in
the background.

Faster and Better Scanning
By the end of 2003 we had made Langford’s documents
more secure and easily accessible, but we still needed to
speed up our document scanning. In February 2004 we
purchased a 9055 Multi Function Printer from Hewlett-
Packard (Canada) Co.

This machine scans, copies, and prints at a rate of 55
pages a minute and scans directly to SharePoint, so the
scanning process is much easier now. We can even
assign metadata to documents as they are scanned.

We intend to change our mandate soon so that,
instead of scanning documents older than two years,
we will scan all content to the current year. Each depart-
ment will be responsible for scanning its own inbound
paper files.

With our new technologies, we discovered that solving
some basic problems opened up possibilities for signifi-
cant improvement in the way we manage our processes
enterprise-wide.

Our municipality, like others, has internal business
processes involving such things as rezoning applica-
tions, subdivision applications, development permits
and by-law amendments – all of which create large vol-
umes of documents. We needed to organize these in
alignment with Langford’s business processes.

Every user at Langford uses the portal to search 
for any document within our filing system. Using
SharePoint, along with other features of Office and
Exchange 2003, we began to assist individual depart-
ments by slicing up that content.

Process Sites

We started with the Engineering and Planning depart-
ments and constructed special process sites for them on
the portal. Each site has many sub-sites that are created
for each repeatable process.

For Engineering, we built an initial process site for
reports and another for subdivisions. In the reports site,
all documents being prepared for committee meetings
and council go through a rigorous preparation process.
The site tracks each version of each report and identifies
who has it.

In the subdivisions process site, engineering staff
keep track of all documents related to each subdivision.
Documents previously found throughout the filing 

This is a screen shot of a repeatable process site called
Rezoning Applications, used by the Planning Department. It
gives access at a glance to documents, events, tasks and links
related to a rezoning application for 2360 Millstream Rd.
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system, often in people’s personal folders, can now be
found very quickly, along with corresponding task lists.

We have expanded from these two initial process
sites, learning as we go. Today, Engineering also has 
a process site for Bylaw 33 projects (municipal road
works) and road-maintenance requests. It has a 
separate site for reoccurring meetings and makes 
use of the “topic” area in the portal for important 
engineering documents, such as all its emergency
plan documents.

Finally, we have incorporated Project Server 2003 
into the portal server so that Engineering can track all
their large capital projects. Langford has about 30 large
capital projects in progress at any time. We have made
use of the Project Web Access features to record tasks,
risks and issues. When an employee is assigned to a 
project, the assignment is recorded as a calendar item 
in Outlook.

Planning Documents

The Planning Department has more information in
SharePoint than any other department. Planning has
four process sites – Development Permit Applications,
Development Variance Permit Applications, Rezoning
Applications and Official Community Plan Applications –
that help to aggregate content previously located in
many different locations.

Planning’s sites have eliminated the need for the
Excel spreadsheets formerly used to track tasks relating
to those applications. Now the planners use task lists
that are built right into the sites themselves.

Within the development variance site, for example,
our administrative staffer creates a sub-site for each 
variance request. Each one contains documents that are
organized according to workflow. On the screen, task
lists appear down the side so documents are related to
tasks and to the people assigned to them.

Planning does a lot of scanning into SharePoint from
our HP multi-function printers. They have eliminated
the need for paper files by storing all correspondence
relating to the applications in SharePoint. This is a 
huge bonus.

Not all processes are tracked in SharePoint. We have
a corporate relational database called CityView that 
traditionally tracks items like permit fees and building
inspection data. CityView permits us to link to documents
stored in SharePoint so staff entering permit data 
can also view the corresponding documents located in
the portal.

No More Paper Tracking

Bylaw Enforcement has recently started using SharePoint.
A process site was built by IT and Habanero Consulting
for its entire business processes, as well as a reporting-
and-tracking feature for their infractions. Bylaw
Enforcement also uses CityView to track data that is
appropriate for a database, and we will link that data to
SharePoint in the near future.

Bylaw Enforcement now scans all paper files relating
to a file into SharePoint. We will soon eliminate the
need for paper tracking. Our senior bylaw enforcement
officer will take his tablet PC out in the field and have
SharePoint and CityView at his disposal to respond to
any situation in the community. With the use of the
“alerts” feature in SharePoint, the bylaw secretary will
become immediately aware of a new infraction before
our enforcement officer returns to the office.

As our most advanced site yet, the Bylaw
Enforcement site was built using the knowledge learned
through our initial implementation. Our senior bylaw
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enforcement officer believes the new technologies will
save him up to an hour a day.

The Fire Department is starting to use the portal
server, using the search feature as well as a general team
site that has some important documents.The Department
is scanning documents with its HP MFP and filing 
them on the file server, and SharePoint is indexing those
documents.

Future Plans

During 2005 we plan to create an Invoice Approval Site
in the portal for the Finance Department. Currently,
invoices are passed around the office in paper form 
for signed approval, sometimes getting lost or buried
under piles of paper. Vendors ask why they haven’t 
been paid, then charge us interest. Does this sound
familiar?

Our planned site will permit our finance clerk to scan
invoices (using HP’s AutoStore product) directly into a
SharePoint site. With the “alerts” feature, our users will
automatically know when they have invoices that need

approving. The finance clerk will be able to monitor
how many invoices are waiting approval and see all 
outstanding invoices on a single screen.

The ability to design and build such solutions to
meet specific needs is one exciting aspect of our 
modern document-management system. Another is the
ability to organize search scopes so users can narrow
their searches more quickly, based on department or
commonly searched topics.

SharePoint is our search engine for more than
203,000 City documents – almost two million pages 
of text. The collaborative portal connects people,
teams and information. It gives us confidence that 
our municipality will not outgrow its ability to manage
information.

Mike Palmer is network administrator for the City of
Langford. He can be reached at mpalmer@district.langford.
bc.ca. This article is based on a presentation delivered to
the MISA BC 2004 Fall Conference in Whistler. n
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The municipal IT software market in Canada is
“wide open” to opportunities in many segments, a cross-
Canada municipal study has found.

“It’s really a splintered market,” research associate
Ceiran Bishop of Public Sector Research Inc. (PSR), told
the MISA Ontario Associate Members Luncheon on
February 25 in Toronto.

“Only rarely are there dominant players. There’s a lot
of room for building market share.”

A PSR survey of 38 municipalities in 2004 found 
that many are running applications they have built
themselves or are making do with off-the-shelf products.
Municipalities have specialized needs so vendors who
offer customization have an edge.

The market for citizen-relationship-management
(CRM) software is “obviously in play,” Bishop said.

Thirty per cent of municipal IT departments have
either a homegrown solution or no CRM solution at all.
The remainder of the market is splintered, and “there’s a
real opportunity for someone with a well-tuned solution.”

That’s the good news. The bad news is that municipal
budgets for IT expenditures are shrinking at an average
rate of one per cent a year before inflation.

“The pressure for low initial cost is extremely high,”
Bishop told the audience of about 100 representatives
of MISA Ontario municipal and associate members.

“Shorter planning cycles and shorter annual budget
cycles have created an environment that doesn’t tend to
support lifecycle or total-cost-of-ownership analysis and
valuation. Initial cost is what gets peoples’ attention.”

The survey, which included municipalities in all size
categories, found that cost has become the most important
criterion in the selection of municipal IT products.
Vendors are tending to offer value-added incentives
such as a free training seminar.

“Licence management has become an issue,” Bishop
said. “In many cases, towns paid licensing fees a few
years ago, but maintenance costs are rising faster than
they can bear.

“It’s squeezing out other expenditures. In turn, some
are beginning to look for cheaper solutions.”

Based in Oakville, Ontario, PSR says its 2004 Municipal
IT Study is the first such investigation in Canada of mar-
ket opportunities at the municipal level.

The study produced detailed information about
municipal expenditures on hardware, software and services.
It analyzed opinions by municipal IT directors and sum-
marized what they are looking for in IT product offerings
and vendor relationships.

The full study can be purchased from PSR,
www.publicsectorresearch.com. A summary version 
is available from Chris Bishop, president of PSR,
chris.bishop@sympatico.ca.

PSR will be presenting a summary of its study at the
2005 MISA Ontario Annual Conference in Windsor in June.

MUNICIPAL NEWS ROUNDUP

Municipal Software Segments ‘Wide Open’
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People &
Appointments
Kathy Yung has retired as manager
of computer services for the City of
New Westminster, BC, after 18 years
with the City. She was a founder of
MISA BC and, as its immediate past-
president, led the chapter through
incorporation as a not-for-profit
society.

Patrick McDade, former president
of MISA Ontario, has retired after
four years as manager of business
solutions with the Region of Peel.
He previously spent many years
with the City of Scarborough and
remained there until Toronto amal-
gamation in 1998. He was president
of MISA Ontario in 1991-92 and
received a Special Recognition
Award for leadership in developing
the Municipal Reference Model.

Ralph Blauel, director of technol-
ogy services with Halton Region,
Ontario, has volunteered to serve
as the MISA Canada representative
on the board of the newly reorga-
nized Institute for Citizen-Centred
Service, which is now the secretari-
at for the Public Sector CIO Council
and the Public Sector Service
Delivery Council.

The City of Gatineau, Quebec,
one of six cities that has received
federal government approval to offer
311 service, has announced that it
will implement the service this 
summer.

Residents of Gatineau will be 
able to dial one telephone number,
311, to access information regarding
all non-emergency municipal 
services and make requests to City
departments.

The Canadian Radio-television
and Telecommunications Commission
approved in November 2004 an
application by Gatineau, Calgary,
Toronto, Halifax, Montreal and the
Regional Municipality of Halton,
Ontario, to deliver 311 services.

Gatineau is working with Bell
Canada to implement its system,
and Claude Rousseau, Bell’s senior
vice-president of sales for enterprise
and public sector in Quebec, said his
company is working with other
municipalities on similar projects.

Gatineau, population 235,000, was
formed from the merger of five

municipalities, including the former
City of Hull.

Gatineau said in a joint release
with Bell that more than 600,000
non-emergency calls are received
every year from residents at the
roughly 100 telephone numbers for
the City's various points of service.

“To handle these calls from our
residents effectively, it's essential that
Gatineau equips itself with the most
efficient call management tools,”
explained Mayor Yves Ducharme.

The city is installing a customer
relationship management system
developed by Bell Canada to stream-
line call-centre operations. Rousseau
said this system will help direct
enquiries to the right place. Call-
centre agents will use it, and the
same capabilities will be available 
to the public through the Web and
through voice-recognition systems.

At present, calls for municipal 
services are routed to about 25 
different locations. The City intends
to create a single call centre

Files from itbusiness.ca

Greater Sudbury Centrally Supports 1,400 Workstations
The City of Greater Sudbury,
Ontario, says it has solved a 
difficult asset-management problem
and saved money by installing a
desktop management solution 
to permit a small team to centrally
administer and manage multiple
locations.

“In the past, the City’s IT profes-
sionals were constantly on the road,”
Jim Dolson, manager of network and
operations support, said in a release.
“Distributing a software update or
patch, for example, meant travelling
from one end of the municipality to
the other.”

The City installed Novell
ZENworks Desktop Management and
now supports 1,400 workstations
from one office.

Dolson said:“We’ve eliminated 80
per cent of the costs and time related
to travel, reducing workstation
administration time by 70 per cent.”

City of Gatineau to Begin
Operating 311 Service
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Trust and the Internet
By Roy Wiseman
Chief Information Officer/Director, Information Technology Services

Regional Municipality of Peel, Ontario
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As scholar and author Nicholas Negroponte
wrote,“Everything on the web is ultimately about trust.”

A recent draft discussion paper from the Electronic
Commerce Branch of Industry Canada makes the same
point – that failing to address the issues that erode trust
and confidence may ultimately discourage both business
and consumers from continuing to use the Internet.

As I write this, the demise of Jetsgo is in all the news.
According to one consumer:“It’s the first time that I have
purchased tickets on the Internet, and it will be the last.”

Although buying tickets online had nothing to do
with Jetsgo’s failure, it demonstrates the importance 
of trust and confidence, especially for e-commerce 
transactions.

We are faced almost daily with scare stories about
the use of the Internet. Initially, the focus was on viruses.
Although this problem is far from resolved, anti-virus
software has been fairly successful in reducing the 
frequency and severity of virus-related incidents within
corporate networks. It may be courting danger to say
this, but the Region of Peel has not had a serious virus
outbreak on its network for about eighteen months.

After viruses came hacker attacks – and we all pur-
chased firewalls and intrusion-detection tools to defend
ourselves. Next was spam, and again we purchased 
more software to filter out millions of unwanted e-mails.
This battle is far from won, as spam continues to clog
the Internet highways regardless of our success in 
keeping it out of our gated, firewall-protected network
communities.

Now we face new threats:

• A recent survey among some MISA members focused
on Spyware and Adware – and the tools used to keep
such software off computers on our networks. Survey
responses indicated that larger municipalities were
experiencing one or two computers per week infected
with Spyware, resulting in annoying interruptions
and slowdowns in computer performance. Each 

incident requires staff time to “clean” the affected
computer – usually a manual process requiring that
the computer be “re-imaged” to ensure that all traces
of the Spyware are removed. Corporate-level tools 
to combat Spyware are only just emerging. Few
municipalities have yet implemented enterprise-
scale solutions.

• Phishing – the use of fraudulent e-mails and Web
sites to lure individuals into divulging personal 
information online (generally bank account and PIN
numbers) – is increasingly common. Concerned
clients regularly forward samples to our IT Help Desk.
While some samples are laughably inept, the best
can be quite convincing and lead you to Web sites
that are nearly impossible to distinguish from real
bank sites. When such e-mails appear to come from
the bank supplying  municipal purchase cards, there
is a real danger that some staff may be duped into
providing the requested information.

• More recently, pharming – a variation of phishing –
has emerged, which involves “poisoning” your local
DNS server so that browser requests to access certain
sites (for example, a banking site) are redirected to 
a fake one. So, even if you initiate the request, you
can’t be entirely sure that you have arrived at a 
legitimate site.

However, of more concern than any specific threat is
the risk that the public will decide the Internet just isn’t
a safe place. For the past three or four years, while the
media has regularly documented these and other threats,
both personal and business use of the Internet has 
continued to grow. The Industry Canada discussion
paper asks whether this trend will continue if we can’t
soon provide a safer Internet.

And, if this is our goal, what are the steps that will
lead to this objective?  Surely this is a valid question 
for all of us.

roy.wiseman@peelregion.ca  n
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