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Conference Collaboration
Gets a Hand!

Delegates at the MISA Prairies 2010 Spring Conference applaud organizers, who showed exemplary
teamwork in presenting the green-themed event in the City of Regina. Coverage page 31.
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Keeping
in Touch
By Daya Pillay
President, MISA/ASIM Canada

AS I DRAW CLOSER to the end of my two-year term as
president of MISA/ASIM Canada, I am pleased – mostly!
– to see how our collaborative initiatives have moved
forward on a national level.
Several initiatives I talked about in this column last year
(Municipal Interface, March 2009) have advanced the
cause of national collaboration, including our vendor
special-offers program, the Municipal Reference Model
Version 2 Project and the inclusion of service-delivery
executives in the Lac Carling municipal delegation.
One of our more recent initiatives is setting up a collaboration site for municipal employees only, a decision that
resulted from a meeting of municipal delegates at the
2009 Lac Carling Congress.
There seemed to be a need for a site that enabled
municipal employees to pose questions to their colleagues
and set up discussion forums. The MISA/ASIM Canada
board assigned this initiative to Jury Konga and Robert
Giggey. Their mandate: set up a site that would focus on
the need for collaboration in the ever-evolving area of
Web/Gov 2.0 in local government in Canada and the
integration of services with other levels of government.
Govloop was chosen to be our collaboration area.
Robert and Jury set up a group called MuniGov.CA
especially for Canadian municipalities. For those municipal
employees who are interested, you can go to
www.govloop.com, become a member, and request
to join the MuniGov.CA group.

Below Expectations
Surprisingly, the site is not as widely used as I assumed
it would be. We only have 69 members, and the tool is
primarily used by the IT community rather than servicedelivery executives, whom we hoped would join.
So colleagues – where are you? Have you been asked
to consult with other municipalities on a specific topic?
Have you tried to find a municipal government answer for
a specific question but didn’t know who to ask?
I urge you to try Munigov.CA! It’s the place to look for
answers from your municipal collogues, and it is a distinctly
Canadian municipal-collaboration site. The more you use
it, the more we will all get out of it. We’ve learned at our
Lac Carling meetings that we all face similar issues so, by
populating MuniGov.CA, we will have a repository of
information that we can share with others.
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Using the Tools
Of Collaboration
What else can collaboration tools do for us?
These tools can permit us to share documents, enable
multiple people to work on a single document while located
in different communities, share ideas – and get input on
your ideas from various sources by posing questions and
searching for answers.
Collaboration tools are useful to any group within a
municipality, not only technical professionals. These tools are
now extremely easy to use with intuitive interfaces and, when
deployed over the Web, can be accessed from anywhere at
any time, simplifying collaboration over many time zones.
Many people use e-mail to collaborate. This results in
large files moving through your e-mail system and possibly
affecting its performance. By providing a collaboration
tool, you reduce the strain on your e-mail system and, if
version control and tracking changes are part of your
requirements, you no longer need to look through multiple
e-mails to find all the changes to a document. Nor do you
have to guess which one is the most current version.

Hindrances to Collaboration
For those of you who are looking for collaboration tools
and are mystified if your organization is not able to provide
such tools, I advise you that they are not always easy to
set up. Any number of security and legislative concerns
must be addressed before introducing these tools including
privacy issues, record retention and access issues.
So while such tools can be useful, they should be
implemented carefully. I suggest that a policy be developed
by your organization that addresses what collaboration
means to it and describes the goals of a collaboration tool
as well as what is not covered by the policy. For instance,
should e-mail be considered as part of your policy? Start
small, and then see where it goes.
Let me also remind you that www.misa-asim.ca lists
special offers that may be of interest to your municipality.
The pricing on these offers has proven to benefit some
municipalities.
In closing, I would like to thank all of the people who
have made MISA/ASIM Canada such a success. A large
number of volunteers have donated their time to pursue our
various initiatives. Without their assistance, we would not
be where we are today.
dpillay@halifax.ca n

MUNICIPAL Interface

MAY 2010

MISA/ASIM News
Across Canada

MISA Ontario Conference in Niagara Falls
Will Show Many Ways to Win with IT
THE 31ST ANNUAL MISA Ontario
Annual Conference and Tradeshow is
ready to welcome delegates and
vendors to what promises to be an
exciting slate of conference sessions,
networking, products and social
events.
To be held June 13-16 in Niagara
Falls, this year’s conference is hosted
by the Niagara Region and the City
of Niagara Falls, with help from all
Niagara area municipalities.
“These three days will also be a
unique opportunity to engage in some
international networking and meet IT
colleagues from around the world,”
says conference coordinator Bob
Diakow, director of IT solutions for
Niagara Region.
Delegates from the UK, USA,
Sweden, Belgium, Netherlands and
New Zealand will meet in Niagara
Falls for the LOLA International
Conference. LOLA (Linked
Organisations of Local Authority ICT
Societies, www.lola-online.org), is an
international association based in
England, of which MISA/ASIM
Canada is a member.
Leaders of MISA/ASIM Canada
who are also attending the annual Lac
Carling Congress will also be present,
at least in cyberspace. A live audiovideo panel session on open data
transparency in next-generation service
delivery will be held jointly with offsite
Lac Carling delegates and onsite MISA

panellists, simultaneously web-streaming
the session.
The conference also presents a
comprehensive lineup of keynote
speakers and conference sessions.
True to its setting – Niagara Fallsview
Casino Resort – the conference theme
is “Winning IT,” with sessions organized in two streams, Gov 2.0 and
Winning IT. (For a complete schedule,
please see misa.on.ca/en/conferences
/resources/misa-2010-programguide.pdf.)

Open Government
Launching the conference on Monday
morning is keynote speaker David
Eaves, a public policy expert and
fellow at the Centre for the Study of
Democracy at Queen's University, who
will talk about “Open Government
Role of Municipalities.” At a lunch
presentation, author, humorist and
Gemini-Award nominee William
Thomas will regale conference attendees with his unique take on life.
Tuesday features Michael Smith of
Gartner presenting a keynote address
on the value of IT. Wednesday’s
keynote speaker is comedian and
political satirist Rick Mercer, who
brings the conference to an energetic
close, perhaps with his “early peek
at tomorrow’s news now” or the
Mercer Report.

The vendor trade show is an integral
component of each MISA Ontario
conference, and this year’s show
features more than 50 vendors whose
booths will open each morning at
7:30 am.
No MISA conference is ever complete without social events. The conference kicks off on Sunday with the
MISA 2010 golf tournament at the
Legends Golf and Country Club, as
well as a wine tour of Niagara’s vineyards. The opening reception is held
that evening at the Hilton Hotel.
Greg Frewin, the “international
grand champion of magic,” entertains
at the Monday evening dinner and, at
the annual awards dinner on Tuesday
evening, delegates can join with
colleagues in honouring this year’s
award-winners.
Spouses are also encouraged to
come and enjoy Niagara Falls (which
is, as conference organizers are quick
to remind, the honeymoon capital of
the world!) On Monday guests can
attend a Niagara sightseeing tour with
lunch, including a ride on the famous
Maid of the Mist boat and free browsing
time in Niagara-on-the-Lake, and on
Tuesday take in a performance of An
Ideal Husband at the Shaw Festival.
For further information, please
contact Bob Diakow (bob.diakow@
niagararegion.ca) or, for conference
sponsorship, Julie Max (julie.max@
niagararegion.ca). n
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Three Strategic Plans
Being Developed
To Guide Delivery
Of MISA Services
THREE ORGANIZATIONS within the
MISA national community are preparing to roll out strategic plans to guide
their officials in meeting members’
expectations in coming years.
Most advanced in the process is
MISA BC. Its Executive is preparing
to publish a three-year strategic plan
begun in November 2009. It sets out
goals and objectives based on the
values of:
• Cooperation
• Innovation
• Value to members
• Progressiveness
• Openness and transparency
• Integrity
• Fairness and non-bias
• Unpressured involvement.
The BC plan has been sent to
the MISA/ASIM Canada Board of
Directors as a reference document for
consideration in preparing a national
strategic and sustainability plan.
A day-long session at Niagaraon-the-Lake on June 12, facilitated by
Debbie Barrett, a past president of
MISA Ontario, is intended to create
the basis for the national plan.
At MISA Ontario, meanwhile,
the Executive conducted a day-long
meeting in the City of Waterloo on
April 9 aimed at developing a
five-year strategic plan.
A draft plan prepared by Prior +
Prior is to be presented at the Annual
General Meeting in Niagara Falls. n
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Gerry Matte Retires After
21 Years at District of Saanich
GERRY MATTE, one of the
most influential municipal
IT leaders of the past two
decades, has retired as
manager of information
technology for the District
of Saanich, BC.
Matte retired May 1
after 30 years in municipal IT departments – actually his third career. He is
now starting his fourth.

Gerry Matte, centre, enjoys a relaxed moment at the MISA
Prairies conference in Regina with long-time colleagues
Kevin Peacock of the City of Saskatoon, left, and Doug
Rasmussen of the City of Kelowna.

Matte has now
embarked on a new
career as the principal of
Gerry Matte Consulting, specializing
in Web applications development and
technology training, serving BC and
the Prairie provinces
ww.gerrymatte.com).
A native of Estevan, SK, Matte
began his career after graduation from
the University of Regina as a highschool teacher and then a systems
programmer with several companies
in Ontario.
In 1980 he joined the IT department of the City of Regina and nine

years later won the job of IT manager
with Saanich on Vancouver Island.
He soon became a MISA leader,
helping to found MISA BC and serving
for many years on its Executive including
a term as president.
In 2006 Matte became the founding
secretary of MISA/ASIM Canada. He
also served for many years on committees of the Public Sector CIO Council.
He received the Peter Bennett Award,
Canada’s highest honour for municipal
IT leadership, in 2009. n

Of Gremlins and Greening at Interface
GREMLINS STRIKE!
The editorial and design team at
Municipal Interface – Lawrence, Jane
and Natalie – would like to apologize
for the erroneous pagination in the
March issue, which occurred due to
a bindery problem. We’ve posted a
correct version in PDF format at
www.misa.on.ca.
We’ve also retained Bowne Inc.
of Toronto as our printer and, thanks

to a recommendation from our designer
Natalie, we are now using an environmentally friendly paper, as the FSC
(Forest Stewardship Council) logo on
the contents page indicates.
FSC (www.fsc.org) is a not-for-profit
organization promoting responsible
management of the world’s forests.
Its certification system requires forest
managers to adapt their management
and operations to meet FSC’s stringent
social and environmental criteria. n
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Will There Be a Solution At Last
To the Identity-Management Barrier?
By Per Kristensen
City of Nanaimo
LIKE MANY COMMUNITIES over the past few
years, the City of Nanaimo has been providing
an increasing number of electronic services
to our citizens. This started off simply as a
convenient way to pay for municipal services
such as parking tickets and utilities. Then
came online services for recreation registration
and an application for the annual home-owner
grant. Each successive online service required
additional citizen authentication to complete
the transaction.
More recently, the City has introduced
communications with our citizens in unique
applications such as Emergency Notification
and destination marketing’s “Secret Nanaimo.”
These are conversations with the public where
the applications require that the citizen’s
identity be confirmed and that private/
personal information be protected.
In our first few applications, the typical
username/password challenge was the
only level of control requested. Simple, but
“engaged” citizens soon had several IDs to
memorize or stick to their computer monitors.

Single Sign-on
The inevitable question came, “Why can’t
I have a single ID and password for all my
services from the City?.” We needed a better
way to identify and authenticate citizens
when they returned multiple times and for
different purposes – a single sign-on.
The research started. Requirements were
straightforward: secure for municipal government applications; trustworthy; follow industry
standards; simple for public use. The chosen
solution: OpenID.

OpenID is a de facto industry standard application and is incorporated into such popular services as Google apps, Yahoo and Facebook.
Revise our in-house developed applications, set up an OpenID server,
and we simplify access and satisfy the public. All done! A service
improvement for Nanaimo’s citizens. Easy access to their municipal
applications with a single identity and password.
Could we make this even better? Why not extend this access to
enable citizens to access services for all levels of government using this
same credential and without logging in multiple times?
Our municipal requirements for identifying citizens and confirming
their electronic identity are relatively simple. The health and tax information managed by the senior governments, however, is deemed much
more sensitive and in need of tight security. But can we not agree on a
protocol for identifying our citizens so that we can trust our electronic
communications and provide ease of access at all government levels?

Identity Management and Authentication
This is the difficult issue of identity management and authentication
(IdM&A). Identity management (IdM) is the term used for the way users
are identified in our digital world. IdM&A is the whole process of identifying (claiming) who you are, and authenticating (confirming) that you
are who you say you are. The challenge is to develop a methodology
to do this in a secure and trusted manner.
We have a long history in Canada of trying to develop a panCanadian framework for identity management and authentication.
The Public Sector CIO Council (PSCIOC) has been grappling with
this issue for more than 10 years.
In July 2007, an inter-jurisdictional Identity Management and
Authentication Task Force (IATF) representing all four levels of government
(federal, provincial, territorial and municipal) delivered a framework
that was convenient, trusted, secure and scalable for all jurisdictions.
This task force delivered a pan-Canadian strategy, a governance
model and an action plan for implementation. The model addressed
legal, privacy and security concerns, and task force members managed
to agree on a pan-Canadian IdM&A Framework that would support a
seamless, cross-jurisdictional, user-centric, multi-channel service delivery
experience for citizens and businesses when interacting with each level
of government.
The task force members dedicated six months to this complex and
difficult endeavour. In the end, they were not successful. Why? The
stakeholders could not agree to adopt the proposed new standard. This
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was a federated model built on trust, and there was a
general unwillingness to migrate away from their existing
IdM practices.
But this is too important an initiative to give up easily.
Discussion continues at the PSCIOC level. The Federal/
Provincial/Territorial (F/T/P) Deputy Ministers Table on
Service Delivery Collaboration is still looking for an
answer. The vision of seamless service-delivery experience
in a cross-jurisdictional context still exists.
In 2008, the Identity Management Steering Committee
(IMSC) was established to continue the work of the IATF
and oversee the completion of a pan-Canadian identity
management and authentication framework by encouraging
and supporting pilot projects among jurisdictions that
included an IdM component.
A federated assurance model was developed to overcome the governance and trust concerns. The committee’s
work continues today at a high level.
Collaboration is great, but it quickly becomes apparent
that the only effective way to ensure that a pan-Canadian
framework is established is if the Government of Canada
enacts legislation creating a governing body empowered
to perform this service nationally, and all other levels of
government are forced to use this IdM&A service.

Federated Architecture
A more recent project involving the federal level only is a
planned replacement of its EPASS Canada secure access
service. Over the next three years this proprietary service
will migrate to a yet-to-be-determined standards-based
solution called Government of Canada Access Key.
A federated architecture will be introduced that will
permit other jurisdictions to use the authentication. It will be
a minimum three years before all Government of Canada
services will be transitioned to this new solution – and
probably much longer before municipalities will be able
to take advantage of this IdM&A model.
Meanwhile an initiative led by BC's CIO office is
undoubtedly the most advanced IdM initiative and the most
promising. This user-centric, claims-based IdM&A solution
is built around open, industry-based architecture and
components that already exist.
The solution follows assurance, claims, identity information
and federated models. A live proof-of-concept demonstration
of how the IdM and authentication works was provided to
the PSCIOC meeting in February. The demonstration included
both a username/password and stronger authentication
via Smartcard.
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To prove that this IdM&A model will work in a real
environment, the Institute for Citizen Centred Service (ICCS)
was invited to be a partner in a pilot project. Access to the
ICCS Web site will be changed from the traditional encoded
username/password to a claims-based system.
The back-end and client-access changes will be minimal.
If successfully implemented, this pilot project will involve all
levels of government and will demonstrate that it is scalable
and provides the governance, assurance, trust and security
needed for a federated solution. The results will be presented
at the annual Lac Carling Congress in June 2010. An
exciting discussion!
Back to Nanaimo citizens wanting easy yet secure
access to their government services. They are still only
partially successful today. While our municipal in-house
applications provide user-centric, claims-based access, we
must now persuade the vendors of our purchased applications, such as our property system, to support OpenID.
They need to see a wider commitment to this or similar
IdM&A solutions from municipal governments before they
will make the investment.

An Idea for MISA
What about our own backyard? For MISA chapters, it has
been a problem to recognize and authenticate members of
one chapter when they wish to log into another chapter’s
Web site. Wouldn’t it be a great service improvement for
our members if all our chapter Web sites shared identity
management and authentication services in a federated
OpenID server?
A member representative of MISA Ontario, for example,
would then be able to log into the MISA BC site and register
for an upcoming conference in BC, using the credentials
that were established with MISA Ontario.
Do we want to make government access easier for our
citizens? Is this a worthwhile objective?
As for a pan-Canadian identity management and
authentication solution, the ICCS pilot project represents
the best hope yet for a solution that will bring the benefits
of the electronic age to the citizens served by the City of
Nanaimo and other municipalities across Canada.
As is often true, the biggest barriers to overcome
involve human nature, a willingness to work together
and trust in others.
Per Kristensen is director, information technology at the City
of Nanaimo. He is also the MISA West representative to the
PSCIOC (Public Sector Chief Information Officers Council)
and the municipal representative on the IMSC (Identity
Management Steering Committee). He can be reached
at per.kristensen@nanaimo.ca. n
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Municipal Collaboration
On Verge of Reaching
International Milestone

Harry Turnbull, second from left, attended the 2006
GMIS conference in Charleston, SC.

By Harry Turnbull
City of Windsor

have had a relationship with our colleagues south of the
border through GMIS (Government Management
Information Sciences, www.gmis.org).

MISA ORGANIZATIONS have a long history of bridging the
gap among groups that can learn from each other and
thus become better at what they do. This was part of the
genesis of MISA in the first place – the recognition that
municipal IT leaders are not in competition with each
other and, by working together, can help their individual
municipalities become stronger.

MISA/ASIM Canada is also now a member of an
international association called LOLA (Linked Organisations
of Local Authority ICT Societies, www.lola-online.org).
“Local authorities” is a term used in many countries to
mean “municipalities.”

In the early stages, any collaboration activity normally
experiences some growing pains that are often due to
familiar questions – Why are we doing this? Shouldn’t we
focus on our own organization? Don’t we have too many
issues right now to deal with this?
It takes key individuals with a clear vision of collaboration
to keep pushing this concept until its first true value is found.

National and International Collaboration
Looking at MISA, we now have thriving chapters nationally
providing value to municipalities large and small. The
formation of MISA/ASIM Canada, embracing RIMQ in
Quebec, was a logical next step to ensure that collaboration across the country occurred in a way to benefit all
regional organizations and provide some common governance. As logical as it may seem, this evolution of a
national umbrella organization was not easy and once
again required those visionaries to make it successful.
One way to ensure that we continue to find new
sources of value is to look outside of our own borders.
While Canada has been a world leader in technology for
many years, many would argue that we became complacent
with our position at the top and allowed others to move
ahead of us, especially when it came to the use of technology
for good government.
At an international level, there are tremendous examples
of how other countries are using technology to improve
government, increase transparency, and do a better job
of engaging the public.
In fact, organizations like MISA/ASIM Canada exist in
many countries around the world. For many years now we
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At the MISA Ontario conference in June we will have
a unique opportunity to engage with and learn from our
colleagues around the world. The conference in Niagara
Falls will also be the LOLA International Conference, with
delegates attending from the UK, USA, Sweden, Belgium,
Netherlands and New Zealand.
In forming LOLA, the same rationale was used that
originally formed MISA – there must be value in learning
from each other internationally. This value will take time
and commitment to become tangible but, without taking
those first steps to find that value, we will lose out on
countless potential opportunities.

It’s Up to Us
It is up to all of us to ensure that we keep working together
and embrace the knowledge that a successful national
organization provides even more value to each of our
municipalities. For me, it is not difficult to justify Windsor’s
membership in MISA. We receive so much value in return
for a very small investment. Similarly, LOLA provides that
same kind of value.
For me the question is never, “Why Collaborate?.” The
question should be, “How are we going to get the most
value out of this latest collaboration opportunity?.”
Join me in Niagara Falls, and let’s make this a truly
international learning opportunity!
Harry Turnbull is a past president of MISA Ontario, a
representative of MISA/ASIM Canada on the Public Sector
CIO Council and executive director of information technology
at the City of Windsor. He can be reached at
hturnbull@city.windsor.on.ca. n
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More Than Technologies Needed
To Achieve Collaboration 2.0
By Jury Konga
eGovFutures Group
“COLLABORATE LARGE.”
These two words became part of the familiar eGovernment
mantra – Think Big, Start Small, Scale Fast – following
an eGovernment roundtable at the 2009 MISA Ontario
conference. Together, they underline the key role of
collaboration in successful eGovernment.
What is collaboration? The well known collaboration
Web site Wikipedia defines it as a “recursive process
where two or more people or organizations work together
in an intersection of common goals ….”
To be effective, collaboration must be goal oriented and
exemplify the idea that “all of us are smarter than one of
us.” This means, not so much that consensus is the right
answer, but rather that dialogue, with each individual
building on the ideas of others, yields an aggregated result
that is better and could not be achieved by one individual.
While the effectiveness of municipal collaboration has
been greatly advanced by new technologies, we need to
organize them efficiently and keep them sustainable.

History of Collaboration
The IT industry has a long history of collaboration in many
areas. The need for standards was the basis for much of the
collaboration that has gone on over the years, including:
• Defining the Open Systems Interconnection (OSI)
reference model via ISO
• HTTP and XML via W3C and the Internet Engineering
Task Force
• A plethora of standards via the IEEE.
One of the more significant collaboration efforts resulted
in LINUX and spawned the ever-expanding open source
community.
Similarly, the public sector also has a history of collaborating on projects. Many of these also related to standards
in areas such as data exchange, systems interoperability
and policy development.

In recent times, we have the Municipal Reference Model
Version 2 (MRMv2) as an excellent example of public sector
collaboration – without collaboration, the project would not
have moved forward. This particular project also went
beyond the municipal sector and included a model for
services at the senior levels of government.
Another example is the development of the Standard
Form IT Agreement for Ontario municipalities, a project
that several municipalities participated in that was developed with a similar structure to the Province of Ontario’s
standard IT procurement agreement.
A variety of shared services within and among different
levels of government is another example of significant
collaboration yielding positive results.
In the MISA realm, there are numerous examples of
collaboration, including MISA/ASIM Canada in sponsoring
MRMv2, requesting establishment of the MuniGov.CA
group (within GovLoop.com), and facilitating special group
rates for many products.
For MISA Ontario, examples include the Gov 2.0
Committee’s use of Sharepoint collaboration tools, the
lead role in the MRMv2 project, and a co-opted session
planned for the MISA Ontario annual conference together
with delegates from the Lac Carling Congress and LOLA
(Linked Organisation of Local Authority ICT Societies).
MISA BC has an active members’ discussion forum within
its Web site and has extended that to the use of Facebook
and Twitter.

Collaboration 2.0 – What’s Changed?
From a client perspective, the Institute for Citizen-Centred
Service (www.iccs-isac.org/en/cf/) sums it up nicely:
“Public sector service organizations must keep pace with
the public’s rising expectations for high quality and
cost-effective services.”
This applies not only to citizens but to the diverse set of
stakeholders that comprise the clients of the various levels
of government in Canada.
From an operational perspective, what’s changing in
the pubic sector is a continuing reduction in resources
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and/or increasing demands on most departments including
IT, to a degree that has not been seen before.
Although there is a reluctant acceptance by senior
management and politicians that this situation can’t continue,
in many cases it doesn’t appear that the expectations of
some have been diminished. That places enormous pressure
on staff with the resulting need to become innovative and
more efficient in their operational environments and
processes. The need not to reinvent the wheel is more
of an imperative now than ever before.

small sampling of some of the widely used technologies
and sample initiatives that are having positive effects on
collaboration:
• Facebook – The most widely used social media site
used by individuals for social networking (more than
400 million active users). It’s also been used by the
public sector as an additional communications channel
and opportunity to gain feedback as part of a public
consultations strategy.

From a technology perspective, the expanded development and use of social-media technologies is unabated and
in fact continues to gain momentum. When we speak of
“collaboration 2.0,” there is a direct linkage to the Web
2.0 technologies that we’ve experienced for the past four
to five years and most profoundly in the past two years.

• Twitter – “What’s happening” in 140 characters or less.
This has also become a quick way to transmit information
to whoever’s interested and often turns into an instant
messaging vehicle via retweets. Many public sector staff
and politicians send “tweets” as a real-time update
mechanism. Twitter increased its membership in 2009
by almost 1,400 per cent from 2008!

These technologies have changed the way people
communicate both in and out of government. Here’s a

• LinkedIn – Business-focused networking including
groups for “birds of a feather” discussions, event notifi-
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cations and project collaborations. It has 65 million
members from more than 20 countries and including
executives from all Fortune 500 companies.
• YouTube – A home for videos on almost anything. It is
very popular as a medium that’s simple to understand,
and its products are easy to create with, for example,
a cell phone or camcorder. One billion+ views a day.
• Second Life – A 3D virtual world where you create
your own avatar, transport yourself, explore many
destinations with lots of information, and also have the
ability to interact including participating in virtual
meetings. More than a billion hours have been spent
in Second Life by users.
• Wikis – Facilitate the simple creation and editing of
documents through a browser. Examples include
Wikipedia, OPSpedia (Province of Ontario internal),
GCpedia (Government of Canada internal) and a host
of public wikis including GovLoop.
• Mashups – Combine data or products from multiple
sources and produce new products and services. This
has been characterized by thousands of mapping
mashups and applications developed in part from open
data initiatives and subsequent application development
efforts such as Apps for Democracy in Washington DC,
Toronto’s www.datato.org/app/ community and
Natural Resources Canada GeoDiscovery portal.
• Collaboration sites – Some are public-sector focused
such as www.GovLoop.com (currently 27,000 members).
They can include a variety of collaborations such as
wikis, blogging, discussion forums and special interest
groups (including MuniGov.CA for Canadian municipalities). Another community site of interest is the Toronto
Star’s “YourCity, MyCity” which has garnered much
interest, lots of ideas and potentially some input and
influence on the upcoming municipal elections in
October in Toronto. Undoubtedly similar community
sites exist across Canada – which is definitely a trend
that will accelerate as awareness increases.

Events and Unconferences
Collaboration events are increasing in frequency and
breadth of interest. An example is the fifth annual Toronto
Code Camp designed for developers to share knowledge
and work – all organized via a www.Linkedin.com group
(High-Tech/IT Professional GTA).
Collaboration via sponsored events include Toronto’s
Web 2.0 Summit (2008) and Innovation Showcase (2009)
and a number of “ChangeCamp” unconferences sponsored
by local community groups, and the public and private sectors.

Collaboration can be viewed as an ecosystem composed of a
multi-dimensional community of communities.

MISA Ontario will have a mini-unconference at its
2010 annual conference related to Gov 2.0 and has
planned a fall unconference where participants identify
the subjects that the roundtable discussions will address.
Collaboration has long been a theme of private sector
product and service offerings. These range from the
Google apps suite to the recently released Microsoft
TownHall service on the Azure (cloud computing) platform
to IBM’s Lotus collaboration suite to more focused products
such as Publivate’s Crowdsourcing software and service for
“innovation through collaboration.”
While developments such as these are just the tip of the
iceberg, they provide some insight into the diverse Web 2.0
technologies and applications to enhance collaboration
and communication among all interested parties – public
sector, private sector, academia, non-profits (many citizen
groups) and the general public.

The Flavours of Collaboration
Collaboration is a continuum of degrees and levels of
collaborating among individuals and organizations. One
view of these different flavours comes from US consultant
Arthur Himmelman’s hierarchy of “mutually beneficial”
relationships:
• Networking – Simply involves the exchange of
information for mutual benefits
• Coordinating – Involves information exchange, altering
activities for mutual benefits, and achieving a common
purpose
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• Cooperating – Builds on coordination and requires
participating entities to share resources, implying a
higher level of organizational commitment
• Collaborating – The highest hierarchy of relationships,
requiring the greatest level of trust, time and share of
organizational resources and jurisdiction.
Collaborating sounds like a lot of work – and it is. It’s
also something we typically have done before but possibly
not with the same tools to yield enhanced results and
efficiencies.
It’s important to understand that collaboration is not all
or nothing – it is a continuum that enables organizations to
incrementally adopt expanded collaboration activities and
related technologies and/or services.
This continuum can be viewed as a collaboration
ecosystem composed of a multi-dimensional community
of communities (see illustration on previous page).

There are many variables involved, with the primary
differentiators being subject themes (such as special-interest
groups or project teams), scope of interest (local to global)
and geographic extents (including neighbourhood, city
and region).
The ideal scenario would be to have no duplication of
effort. The reality, however, is that many thematic/SIG (and
geographic scope) initiatives do cross boundaries. Hence
one of the goals of collaboration is to create effective
linkages among those groups that can benefit from one
another and optimize the use of finite resources.

Challenging the Public Sector IT Community
A summary statement found on www.chapters.indigo.ca
about the book Strategic Collaboration in Public and
Nonprofit Administration, written by Dorothy Norris -Tirrell,
provided a succinct statement on the requirements for
successful collaboration: “that good collaboration is rarely
an accident; that it requires a conceptual framework,
recruitment of participants, active leadership, communication,
and the sharing of investment and risk, as well as reward
and accountability.”
In discussions with industry leaders, there is general
agreement that the public sector and IT community must
enhance the effectiveness and efficiencies of our service
delivery to the citizens of Canada.
IT is integral to almost every business process and
service that is delivered by the public sector, suggesting
that many opportunities exist for addressing the challenges
in a collaborative environment.
Collaboration is key to realizing enhancements in
the delivery of public service. We need to develop an
approach toward sustainable collaboration – process,
standards, supportive policy, and a suitable technology
infrastructure and tools together with flexibility to account
for differences in organizational culture and resources.
The citizens don’t know who does what in government
and they don’t care – they only want good service.
There’s our challenge – the delivery of public service
excellence according to the stakeholders. The public sector
IT community has the collective capacity to make this
happen together with strategic and deeper partnerships
with the private sector, non-profit organizations and
academia as well as our clients. These are significant
opportunities. Collaborate Large!
Jury Konga is chair of the MISA Ontario Gov 2.0 Committee
and is coordinating the Gov 2.0 program stream for the
annual conference. He is the principal of eGovFutures
Group and can be reached at jkonga@sympatico.ca. n

16

MUNICIPAL Interface

MAY 2010

What Collaboration Means Now

IT Wiki Changes Way of Working
In St. Albert’s IT Department
Or: How We Learned to Stop Hoarding and Love the Web
By Jason Wywal
City of St. Albert, Alberta
This article is based on a presentation to the MISA Prairies
Annual Conference in Regina in April 2010. St. Albert’s
solution won the Municipal Showcase Award.
TAKE A WALK THROUGH a typical IT department and what
do you see? Most employees with a shelf of binders full
of notes and documentation that they, or the employees
before them, have created – often with different versions of
the same documentation sitting right next to each other!
How long will you spend searching for a manual,
trying to remember first who worked on that project months
(or even years) ago, and then asking them where the
documentation is stored? Is it with that employee? Could
it be with the project manager? Filed away in some dark
corner of the server room?
When you do find it, is it the latest version? Did someone
update it on their workstation and perhaps forget to print
and replace it? ARGHH!

Does this sound familiar? Collaboration comes in many
flavours and can mean many things. For our IT department,
it came about when we looked to the Web to help bring
our wealth of knowledge together off the bookshelf and
under one big umbrella.
Using tools freely available from the Internet, over the
span of a few lunch hours I created the framework that
would become our IT wiki. It operates on Media Wiki opensource software, the same product that powers Wikipedia.

Simple Search
The department came together to create a Web site that
has quickly become our go-to for just about everything that
is related to information. Gone are the days of searching
around the office for a stray document! Now a simple
search on the wiki will almost always reveal the answer.
After a small learning curve in getting people familiar
with writing in “wiki-speak,” everyone in our department
has embraced the Web site and taken it to a level that I
had only hoped it would reach.
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Jason Wywal, above, describes the IT wiki
during the Municipal Showcase at the MISA
Prairies conference in Regina. At right, Art Krutz,
IT director of St. Albert, right, fills in for Jason
in accepting the Municipal Showcase Award
from Steve Jeffery of the City of Regina.

We’re now keeping nearly all our documentation on the
site by either writing it directly into the wiki or uploading a
pre-existing electronic version (if it was created pre-wiki).
We use the IT wiki to track projects, store our licensing
and support information for our various applications, and
even handle the versioning of code written by our developers.
The wiki tracks every change made to a page and who
made the change – so it’s easy to look at the history to
make comparisons or even revert back to a previous point
in time if need be.
With our IT wiki, we’ve created a unified knowledge
base – one that doesn’t live on any one employee’s bookshelf or PC. Instead it is maintained by, and available to,
everyone in our department.
The community-based nature of wiki editing makes it
easy to keep things up to date. Someone in operations
doing an install could edit a manual written by one of the
developers to correct something as simple as a typo or
add information that may have been missed during its
creation. Our IT wiki has saved immeasurable time and
brought a level of collaboration that simply did not exist
before in our department.
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Because we found such success within our own
department, we created an organization-wide wiki and just
recently made it available to our other departments. With
no formal announcements or instruction, some of these
departments have already picked it up and started adding
their own content. As time goes on I’m certain we’ll see it
grow and innovate into amazing things!

Resources
Here are some useful resources:
• www.mediawiki.org
• www.mysql.com
• php.net
• http://en.wikipedia.org/
• arstechnica.com/business/news/2009/11/
welcome-to-the-wiki-party.ars.
Jason Wywal is systems analyst at the City of St. Albert and
can be reached at jwywal@st-albert.net. n
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3-1-1 Call Centre Helps Vancouver
Serve Visitors to Olympic Games
By Katie Sieck, Lagan
And
Charlotte Pelliccia, Pelliccia Communications

was no data from previous host cities on Olympic call volume,
which it could use as a benchmark for its assumptions.
Based on past host city 9-1-1 and transportation data,
however, the City projected an increase in call volumes in
a range of 15 to 25 per cent and quickly took steps to
begin preparing for what would likely be a busy period.

FEBRUARY 2009 – exactly one year before the 2010
Winter Olympic and Paralympic Games in Vancouver
and Whistler – and the City of Vancouver’s 3-1-1
Non-Emergency Contact Centre began taking its first
calls as part of an initial system rollout.
The year ahead would be filled with excitement, preparation, coordination and hard work as the approximately
70 employees of the 3-1-1 Contact Centre extended and
honed the system, adding new departments to the call
centre and laying the groundwork to serve the influx of
Olympic fans, media and athletes from around the world.
The Olympics, however, were not the driving force
behind the new 3-1-1 Contact Centre. Instead, the catalyst
came as a mandate from the City of Vancouver, which
wanted a customer-relationship-management (CRM) 3-1-1
call-centre solution to improve customer service, transparency
and accountability.

The Centre hired 10 student interns who were training
to be 9-1-1 operators to answer Olympic-related inquiries.
In addition, 9-1-1 was instructed to transfer any non-emergency calls directly to the Olympic operators, eliminating
the need for additional 9-1-1 operators and freeing up
their resources to focus on true emergencies.
“Our extensive scripting to cover every possible inquiry
imaginable, combined with seven days of City and
Olympic orientation and two days of training on the phone
system, the Lagan CRM solution and computer-aided
dispatch, enabled our student interns to get up to speed
quickly,” recalls Jessica Nelson, 3-1-1 Olympics Team lead.
“I’m extremely proud that 3-1-1 operations ran without
a hitch during the Games and delivered tremendous value
to City and Olympics leadership.”

Up until that point, Vancouver had taken a
decentralized approach to citizen service with more
than 50 citizen contact points – an approach that
delivered inconsistent customer service and offered
no global benchmark to measure performance and
service delivery.
As the city grew over the years to more than
600,000 residents in a regional area with a population of 2.2 million, Vancouver needed a more
robust, integrated and scalable solution that better
connected the government to its citizens. (See 3-1-1
Contact Centre Is Key Part of Vancouver’s Service
Vision, November 2008 issue).
As Vancouver prepared for the Games, the 3-1-1
Contact Centre began to look at the role it could
play. Not only did the new organization not have
any previous years’ operating experience, but there
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Employees of the 3-1-1 Contact Centre wear Olympics-inspired shirts and
berets while taking calls during the Winter Olympic and Paralympic Games.
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The hours of operation for the 3-1-1 Contact Centre during
the Games (February 10-28), were 6 am to 2 am, seven
days a week. The earlier start helped to accommodate
increased traffic in the morning, and the later operating hours
helped cover questions about evening or weekend events.
In addition to the detailed scripts, the 3-1-1 Olympics
Team linked a host of external Web sites to the Lagan
system. In the event information couldn’t be found in the
scripts, the customer service representatives could quickly
access information from one central SharePoint location.
The team reported daily to the head of the Vancouver
Operations Centre, the City of Vancouver’s command
centre during the Games, on call volumes and the day’s
top 10 issues, translating this data into trends specifically
related to Olympics or City operations business. With this
real-time business intelligence the City and partner organizations were able to anticipate needs and prepare accordingly as well as make more informed policy decisions.
As anticipated, the most frequent calls were related to
transportation (parking and road closings) and events
(tickets and venues). Noise complaints increased as well
due to helicopter traffic and the Olympic events.
Nevertheless the contact centre experienced a surprising
phenomenon. Although general call volumes spiked to
nearly 12,000 a week in the weeks leading up to the games
(an approximate 30-per-cent increase over December) and
Olympic-specific calls in February increased, the total call
volume in February actually declined.
This was the City’s very first February with the 3-1-1
Contact Centre in operation so perhaps a decline in
February call volumes is the normal course of business.
After extensive analysis however, the City believes three
other factors came into play:
1) In preparation for hosting the Games the City was in
top-notch condition, dramatically reducing the number
of maintenance-related calls the City would have
received in a typical February.
2) The flurry of calls in January were in preparation for the
Olympics and, once residents understood the impact
of road closings and parking, they had no need to call
3-1-1 during the Games about these concerns.
3) In February most residents turned their attention to the
Games themselves and not City services in general,
or chose to leave the City and the crowds behind.
“Our overarching goal was to maintain the City’s stellar
reputation despite an influx of more than hundreds of

thousands of people,” says Darcy Wilson, Vancouver’s
3-1-1 Contact Centre manager.
“And we did that, not only by being an informed and
professional resource to visitors and residents, but by working in partnership with internal and external organizations
to deliver one of the best Olympic experiences ever.”

Results and Improvements
After just one year of operation by the call centre, the
City of Vancouver achieved many early successes:
• Reaching an average-handle-time goal of 178 seconds
a call
• Improving its average-speed-of-answer goal of less than
25 seconds
• Responding to an average of 9,740 calls a week
• Providing support in more than 180 languages
• Maintaining a consistent and professional process for
engaging with the public.
Citizens experience enhanced customer service and
a more accessible government. Even as the eyes of the
world were on Vancouver, Olympics callers were greeted
by a knowledgeable person to answer their inquiries in
a timely manner.

Partnership approach
delivered results for callers
In keeping with management’s desire for more accountability and transparency, reporting processes are now
being refined to track service levels and other criteria.
“This is a big paradigm shift for a city that has been
decentralized for many years,” Wilson observes.
“We’re all impressed with our quick progress and
attribute our momentum to consistent support by top City of
Vancouver leaders, strong partnerships with vendors and a
commitment across all departments to increase accessibility
for our residents.”
Katie Sieck is marketing manager, North America for Lagan
Technologies Limited, an associate member of MISA Ontario,
and can be reached at katie_sieck@lagan.com. Charlotte
Pelliccia, president of Pelliccia Communications, can be
reached at charlotte@pelliccia.biz. n
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High-Speed Network Partnership
A Model of Success After 10 Years
A PIONEERING high-speed community network
that became a model across Canada for publicsector collaboration has celebrated its 10th
anniversary and is still thriving.
The building of WREPNet (Waterloo Region
Education and Public Network) was a transformational event in Waterloo Region in southwestern
Ontario. It used technologies that were then new
to provide an affordable network infrastructure for
nine public-sector partners – since grown to 13 –
in a strategic alliance that was the first of its kind
in Canada.
“It truly is a high-capacity, high-performance,
reliable network that supports service delivery for
all the partners,” Walter Gasparini, director of
information services for the Region of Waterloo,
a member of the WREPNet Steering Committee
and a past president of MISA Ontario, told a
crowd gathered for a reception in the City of
Kitchener’s City Hall Rotunda on March 25 to
celebrate the 10th anniversary of the
network’s opening.

Five members of the WREPNet Steering Committee gather at a celebratory
reception March 25: from left, Mark Carbone of the Waterloo Region District
School Board; Garry Bezruki, City of Waterloo; Mike Grummett, City of Kitchener;
Walter Gasparini, Region of Waterloo; Sandra Quehl, Waterloo Catholic District
School Board.

“Without it we would have difficulty implementing our
programs without substantially increasing our costs.”
Development of WREPNet began in 1998 when the
Waterloo Region District School Board and Waterloo
Catholic District School Board put forward a joint proposal,
with assistance from Prescient International Inc., to the
Ontario Ministry of Education to build an information network
that could be shared with other public organizations. The
ministry approved a grant of $10 million, and an alliance
of public sector organizations was developed to plan and
manage the network.
Built by 50 people from Prescient International – now
Atria Networks Inc. – over 15 months, the network has
550 route kilometres of fibre-optic cable and now serves
251 sites holding about 16,000 computers.
Many of those computers are in schools operated by
the two school boards and Conestoga College. Others are
used by hospitals, social-service agencies, libraries, transportation agencies and four municipalities: the Region of
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Waterloo and the cities of Cambridge, Kitchener and
Waterloo. All of the partners contribute to the operation of
the network by Atria and maintenance services provided
by UNIS LUMIN Inc.
Mike Grummett, director of information and technology
services for the City of Kitchener, said the WREPNet model
was unique at the time the network was built but has since
been adopted by many other organizations.
The network remains cost-effective and will serve its
partners well into the future, said Garry Bezruki, director
of information technology for the City of Waterloo and the
current president of MISA Ontario.
“Beyond data and voice, we can now look at newer
advanced technologies like video streaming and multimedia,
and the network will handle all that.”
UNIS LUMIN’s chief technology officer Mauro Lollo
told the reception: “In my experience there are very few
instances where a cooperative on this scale has worked
well for such a length of time. WREPNet is a shining example
of what can happen when the right people and the right
ideas come together.” n
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Report from RIMQ
Par Gaston Huot
Villes de Boucherville, Brossard,
Saint-Bruno et Saint-Lambert

Editors’ note: This article describes how, in coming years,
managers of all levels of Canadian governments will face
many important challenges, which should push managers
from the status of suppliers of services and technologies
to the status of major players in the governance of public
organizations.
AU COURS DES PROCHAINES années, les responsables
informatiques de tous les paliers gouvernementaux canadiens
auront de nombreux défis à relever. En fait, l’importance
de ces défis devrait rapidement faire passer ces responsables de l’état de simples fournisseurs de services et de
technologies à celui d’acteurs principaux dans la revue de
la gouvernance des états.
Voici un sommaire des questions auxquelles il faudra
s’attaquer rapidement.

Les défis au chapitre de la gouvernance
1. La transparence extrême
En 2020 il sera très difficile pour un gouvernement de se
cacher de ses citoyens; et pour les citoyens de se cacher
des gouvernements. Les groupes de pression ainsi que les
individus, fortement réseautés, peuvent rapidement mettre
en lumière les actions des gouvernements. À l’opposé, les
gouvernements peuvent tirer profit de la transparence des
citoyens qu’entraîne notre monde réseauté pour modifier
le rapport de force au niveau de l’application des lois et
règlements”. (1)
• Diffusion des salaires des fonctionnaires sur le Web
(USA), www.seethroughny.net/Payrolls/tabid
/55/Default.aspx

Gouvernance en
Prochaines Années
2. Des frontières gouvernementales de plus
en plus floues
L'entrelacement du C2G, du G2B et des réseaux de G2G,
ainsi que la dépendance mutuelle qui en résulte sont à
l'origine de nouvelles formes de «gouvernement-citoyens
» et d’activités fortement influencées par la communauté
(web 2.0). Cependant, cette évolutions rend floues les rôles
et les responsabilités, ce qui soulèvera des questions de
reddition de comptes. (2)
• Utilisation de Twitter pour informer les entreprises
(Canada)
• Développements informatiques municipaux avec l’aide
de citoyens (Canada), www.data.vancouver.ca
• Application pour que les citoyens signalent les nidsde-poule (USA), www.pcworld.com/article/172055/
iphones_take_on_potholes_with_city_reporting_tool.html
?tk=rss_news.
3. Développement d’une «intelligence collective»
Les diverses facettes de la gouvernance « partagée et
interactive », associée à la prolifération des senseurs
de réseaux sociaux, met la table pour l’établissement
pro-actif de services centrés sur le citoyen et présentent
un niveau de détails sans précédent sur les données socioéconomiques et environnementales. Il sera alors possible
de pro-activement développer de nouveaux services axés
sur les citoyens. Toutefois, une gestion responsable de
l’information privée sera nécessaire alors que sa «valeur
marchande augmente. ». (3)
• Utilisation de médias sociaux (USA),
www.govtech.com/gt/articles/717764.
4. Création de valeur par l’autonomisation

• Site pour les achats gouvernementaux (UK),
www.ogc.gov.uk/groups_and_networks_gps_online.asp

Tous les outils de Web 2.0 et les tendances liées à la transparence et la cyberdémocratie pointent vers l’autonomisation (4) des citoyens. La création de la valeur par les
administrations publiques (et les TI gouvernementales)
va donc se concentrer vers le développement de
comportements plus transparents avec tous les partenaires
gouvernementaux et, conséquemment, exiger une flexibilité
bien plus grande dans les opérations et les transactions
avec les citoyens.

• Site des achats gouvernementaux (USA),
(www.thefairinstitute.org).

• Musée de l’Holocauste des États-Unis dans le monde
virtuel de Second Life (USA)

• Accès à l’ensemble des données gouvernementales
(USA), www.data.gov
• Transparence des finances publiques (USA),
www.transparent-gov.com/Pages/default.aspx
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• Wiki de Santé Canada sur la sécurité au travail
(Canada), en.wikipedia.org/wiki/CCOHS
• Utilisation de Facebook par l’Agence de santé du
Canada (Canada),www.facebook.com/pages/
agence-de-la-sante-publique-du-canada/14498271095
• Mise à la disposition des citoyens d’applications
gratuites utiles (USA), datasf.org/showcase.
5. Intégration des efforts de tous les paliers de
gouvernements
Si on se fie à ce qui se passe aux États-Unis et surtout en
Europe, les efforts des gouvernements en ligne vont tendre
vers une plus grande coordination des initiatives entre les
divers paliers de gouvernements, imposées ou non :
• un seul endroit en ligne pour tous les changements
d’adresse;
• un identifiant national ou transnational pour les
individus qui transigent avec les gouvernements
(www.epractice.eu/en/cases/digid)
• des forges pour partager les développements informatiques (www.plonegov.org).
6. Maintien de la confiance
La confiance des citoyens envers la sécurité des données
gouvernementales les concernant est un des piliers du
gouvernement en ligne.
• Développement de politiques nationales par
l’Angleterre, l’Europe Unie et les États-Unis.
7. La cyberdémocratie
La cyberdémocratie vise le développement et l'amélioration
des relations du gouvernement avec le citoyen en tant
qu'acteur politique. Les services peuvent aller de la simple
diffusion de lois et règlements jusqu'à des services de
vote en ligne ou de forums, de participation à des débats,
en passant par les communications entre les citoyens et
leurs élus.
• Surveillance des activités des élus (UK)
www.theyworkforyou.com
• Suggestions aux élus (UK),
www.showusabetterway.co.uk
• Pétitions en ligne (UK), www.petitions.number10.gov.uk
• Communautés de pratique citoyens-gouvernements
(UK), www.communities.idea.gov.uk/welcome.do
• La voix des citoyens blogue de la gouverneure
générale (Canada), www.citizenvoices.gg.ca/en/blogs
• Portail participatif (Belgique), www.jeparticipe.be

Les défis de nature technologique
1. Interopérabilité, formats ouverts et standardisation
Assurer l’interopérabilité (5) et la standardisation de tout
développement technologique au sein des administrations
publiques. Le but est de diminuer les coûts et d’améliorer
l’efficience, tout en assurant la pérennité des données
(formats ouverts).
2. Révision des processus
Les gouvernements vont devoir revoir leurs processus
d’affaires dans une perspective de guichet unique et
d’architectures orientées événement. Ces façons de faire
vont nécessairement exiger la mise en place d’architectures
d’entreprise plus souples.
• Créer une entreprise (Québec),
www2.gouv.qc.ca/entreprises/portail/quebec?lang=fr
• Acquérir un permis de construction ou de rénovation
(UK), www.planningportal.gov.uk/uploads/hhg/
houseguide.html.
3. Travail collaboratif et logiciel libre
L’utilisation d’outils de travail collaboratif par les gouvernements ainsi que de logiciels libres et de formats ouverts
pour faciliter le travail entre eux et avec leurs partenaires
(citoyens, gens d’affaires, élus, etc.). Le logiciel libre
présente aussi de nombreux avantages de nature politique.
• Utilisation de Flickr par le Ministère des affaires
étrangères (Canada), www.flickr.com/photos/
connect2canada
• Forge australienne (www.opennicta.com)
• Forges du logiciel libre de la Communauté européenne,
www.osor.eu/partners-forges
4. L’universalité de l’accès au Web
Assurer l’accessibilité des réseaux de télécommunication
à tous les citoyens, tant au niveau des infrastructures que
des services.
5. Éviter la surcharge d’information
Stimuler le développement de technologies en évitant
la surcharge d’information chez les citoyens au moyen
d’engins de recherche intelligents, de folksonomies, de
la personnalisation, de réseaux sociaux ciblés, etc.
•

Portail gouvernemental pouvant être personnalisé
(Belgique) my.belgium.be/login.html?locale=fr
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Report from RIMQ
• Portail gouvernemental pouvant être personnalisé
(France) connexion.mon.service – public.fr/authent?
spid=http://portail.msp.gouv.fr&minlvl=1&mode=
0&failure_id=0
6. La géomatique et le développement d’applications
mobiles (Blackberry, iPhone)
• Utilisation par le gouvernement de GoogleMaps
(Australie), googlemapsmania.blogspot.com/2009/09/
australian-public-sector-google-maps.html)
• Rapport sur les crimes (Canada), www.crimereports.com
• Utilisation de GPS pour suivre les policiers (UK),
www.kable.co.uk/metropolitan-police-serviceofficer-tracking-gps-13jul09

• Application mobile de réalité augmentée (Paris-France),
www.silicon.fr/fr/news/2009/08/24/iphone_la_realite
_augmentee_au_service_des_voyageurs_parisiens.
7. Le sans fil
Il s’agit de rendre disponible des accès sans fil dans toutes
les installations et les lieux publics municipaux :
• Modèle de nodes sans fil à Sherbrooke (système
coopératif), www.zapsherbrooke.org
• Modèle de nodes sans fil dans la Montérégie
(système coopératif), www.zapmonteregie.org.
8. La vidéosurveillance intelligente

• Horaires d’autobus de la STM (Québec),
www.stm.info/azimuts/index.htm

Accroissement des investissements vers les technologies de
surveillance liées à la sécurité publique (reconnaissance
faciale en temps réel, biométrie, etc.)

• Les bouchons de circulation en temps réel (USA), francais.
directionsmag.com/blogue/index.php?blog_id=6096)

• Rapport du CRIM (Québec),
vm861352.ile.mtl.qc.ca/wordpress/?p=3505.
1. The Future of eGovernment : An exploration of
ICT-driven models of eGovernment for the EU in 2020.
Joint Research Center, European Commission. 2007
2. The Future of eGovernment : An exploration of
ICT-driven models of eGovernment for the EU in 2020.
Joint Research Center, European Commission. 2007
3. The Future of eGovernment : An exploration of
ICT-driven models of eGovernment for the EU in 2020.
Joint Research Center, European Commission. 2007
4. Processus par lequel une personne, ou un groupe
social, acquiert la maîtrise des moyens qui lui permettent
de se conscientiser, de renforcer son potentiel et de se
transformer dans une perspective de développement,
d'amélioration de ses conditions de vie et de son environnement. Source : Grand dictionnaire terminologique
de l’Office de la langue française.
5. Capacité que possèdent des systèmes informatiques
hétérogènes à fonctionner conjointement, grâce à l
’utilisation de langages et de protocoles communs, et
à donner accès à leurs ressources de façon réciproque.
Source : Grand dictionnaire terminologique de l’Office
de la langue française.
Gaston Huot, Gaston.Huot@MaVille.net, est Directeur des
Ressources informationnelles, Villes de Boucherville, Brossard,
Saint-Bruno et Saint-Lambert, et membre du Conseil
d'administration du RIMQ et de MISA/ASIM Canada. n

26

MUNICIPAL Interface

MAY 2010

Finding Information by Surveys:
Best Practices Will Increase Success
Municipal IT professionals can use better survey designs
By Daniel Ramsammy
Marketing Knowledge Canada
and
Geoff Hogan
Grey County, Ontario
THE USE OF SURVEYS to conduct market research has
become commonplace in the past few years. We often
receive e-mails in municipal IT departments from our
colleagues surveying our opinions on pieces of
software, particular vendors or questions on how MISA
organizations are doing.
This article provides some guidance on how to create
an effective survey so that the information collected works
for the researcher and does not frustrate the respondent.
Online survey tools are powerful pieces of software that
can collect and help analyze information. The adage
“garbage in, garbage out” applies to the data collected
in electronic surveys just as it does to other datacollection methods.
Make sure that the data collected is presented so
that the summarized data can be used effectively. For
example, when collecting tombstone data like contact
information, place the details (such as e-mail addresses)
in individual fields so that results can be sorted and used
in future mail merges.
One of the most important aspects of conducting useful
market research is the design of an effective survey. The
survey instrument must carefully balance meeting key
information requirements without placing unreasonable
demands on respondents.
Researchers will find that the best results will be
delivered once the required time and effort is put into the
survey-development phase of the research assignment.

Survey Design
There are six stages in the design of a survey:
1. Development of a list of general information requirements
Based on the project objectives, this list will contain the
general outcomes that the research will deliver.

2. List of specific information needs within each general
information item
Identify specific details that are required from the research.
Keep in mind that there are limits to the time required from
respondents.
3. Write questions
There are two basic types of questions: Closed-ended,
where the respondent is given options to check, and
open-ended, which require an unaided response. It is
generally recommended that the number of open-ended
questions be limited.
Close-Ended Question Types
The type of close-ended questions that can be asked include:
• Dichotomous: Yes/No answers.
• Multiple choice: Offers three or more answers.
• Importance: Asks to rate the importance of an issue on
a scale – very important to not important.
• Bipolar: Response to be checked between two
opposite ends of a scale (for example, user friendly
to not user friendly).
• Likert scale: Measures how strongly respondents agree
with a statement and can help assess the feelings
of customers toward an issue (totally agree to totally
disagree).
• Future intentions: Measures probability that respondent
will take an action (definitely to definitely not).
• Satisfaction ratings: Measures respondents’ satisfaction
with a product or service (excellent to poor/very satisfied to completely dissatisfied).
Rating Scales
There is no consensus regarding the number of points on a
scale. The most commonly used are five-, seven- and 10point scales. Many researchers (for example, J.D. Power)
have kept the traditional 10-point scale.
Some use a scale where there is no midpoint, such as
a four-point scale, in order to get the respondent to make
a determining choice.
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Regardless of the scale chosen, it is important that the
organization standardize and use one scale so that results
can be compared, benchmarked, and tracked.
Other general recommendations regarding writing
questions include: ask simple questions, use non-technical
questions, and group questions of similar types together.
4. Create the questionnaire
The questions created must then be structured into a formal
questionnaire. The order in which questions are placed is
often very important.
The early questions set the tone of the survey by creating
the mental set that respondents use to produce answers.
Other general recommendations regarding the design of
the questionnaire include:
• Intersperse “hard” questions with less difficult ones.
• Place “sensitive” questions (for example, those dealing
with income and budgets) toward the end of the survey.
• Branches, or skips, should be used with caution so as
not to confuse the respondent. The branch should immediately follow the answer on which the branch is based.

The order of questions in
a survey affects success
5. Pre-test the questionnaire
Unfortunately, this is an important part of the survey
design process that is often ignored due to time and cost
pressures. The pre-test will identify fundamental problems
with a survey that can then be corrected before taking to
the field.
Pre-tests are useful in determining:
• Time to complete the survey – is it taking too long?
• Clarity – do respondents seem to understand the
questions/branches?
• Non-response – are there questions with a high rate
of non-response?
• Converting to close-ended – are there open-ended
questions that can be converted to close-ended?
Most importantly, the pre-test will indicate whether the
key information requirements of the research will be met.
6. Revise the questionnaire and prepare to take to the field
As a result of the pre-test, adjustments to the questionnaire
are made before administering it to the targeted sample.
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Industry Guidelines
To achieve research objectives and limit demands on
respondents, the market-research industry has developed
standards and guidelines for survey design:
• Design survey questionnaires to collect only the information essential to the objectives of the study, and
minimize the burden placed on respondents while
maximizing data quality.
• Inform respondents of the subject and purpose of the
study, and the expected time it will take to complete
the survey.
• Make sure that survey introduction and respondentscreening sections are well designed and as short
as possible to increase the likelihood of questionnaire
completion.
• Write survey questions clearly, and use language
appropriate to the target group.
• Ensure a smooth transition from question to question
and from topic to topic.
• Adopt methods to reduce non-response, such as
including “other,” “don’t know” and “refused” options
as appropriate.
• It is generally agreed that 20 minutes is the maximum
length for a survey, but shorter surveys are preferable.
While it is possible to do longer surveys, this must be
the exception rather than the rule.
• Questionnaire wording/content as well as appearance
must be approved by key stakeholders before launching
the survey.
To conclude, time and effort must be put into the surveydesign phase of a research assignment. This will result in
information that will provide value and ultimately meet
your research objectives.
Please note: Readers with passwords to the Members
Only section of MISA Ontario’s Web site, www.misa.on.ca,
can access a sophisticated survey tool called i:Survey
on the site.
If you feel you are ready to do some research and
collect your information using the MISA i:Survey tool,
please contact Cindy Ravenscroft (info@misa.on.ca) for
details on how to use the tool.
Daniel Ramsammy is president of Marketing Knowledge
Canada and can be reached at dramsammy@sympatico.ca.
Geoff Hogan is director of IT for the County of Grey and
vice-president of MISA Ontario. He can be reached at
geoff.hogan@grey.ca. n
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Steve Jeffery, conference MC

At left, Shayne Wright, conference project manager, receives a plaque on
behalf of the City of Regina from MISA Prairies to thank the City for being
host of the annual conference. The presenter is Michelle Bohachyk of the
City of Fort Saskatchewan, Alberta, secretary of MISA Prairies.

MISA Prairies Conference in Regina
Shows What Green IT Is All About
By Lawrence Moule
Co-editor, Municipal Interface

council chamber, called Henry Baker Hall, as the main venue.
Mayor Pat Fiacco made a welcoming visit and wished everyone a
memorable conference.

HOSPITALITY, THY NAME is Regina.

That it was. Its theme was “Green is the Colour,” which was particularly appropriate in Regina. The city has 350,000 trees and bushes
planted by hand, and its Wascana Centre park is the largest urban
park in North America. The City has undertaken many green initiatives
since 1990, many of them involving the Information Technology
Services Department, as described in the “Keeping in Touch” column
in the September 2009 issue of Municipal Interface by Chris Fisher,
ITS department director and president of MISA Prairies.

Saskatchewan’s capital city was host to the
fifth annual MISA Prairies Spring Conference,
April 28-30, and gave delegates hearty servings of food for thought as well as – well, food!
The city was an integral part of the conference. The “Grub Crawl” on the final evening,
in place of the traditional MISA banquet, took
groups of chatting delegates through pleasant
downtown streets to buffets at four successive
restaurants and ended with a boisterous party
at The Copper Kettle. What time in the morning
the party ended was not recorded.
It was the same for the opening-night
reception at the Craven Kitchen and Wine
Bar, near the classically appointed
Saskatchewan Hotel where breakfasts were
served. Everyone at the Craven took part in
an uproarious game of “Survivor 2” and even
total strangers felt among friends (see page 35).
Regina’s City Hall was the site of the
conference sessions, with the comfortable

Fisher was also chair of the spring conference and can be credited
with making it a model of collaboration. He took every opportunity to
bring his organizing team members into the limelight, to the point
where, when it came time for the MISA Prairies Executive to present a
thank-you plaque to the conference team, it was received not by Fisher
but by Shayne Wright, the conference project manager. (One by-product
of Fisher’s delegating of responsibilities was that he actually appeared
to enjoy himself during the event – unusual for a MISA conference chair!)

Many Shades of Green
Of most significance to the 90 delegates, however, was that this
conference had important things to say about green initiatives and
their growing impact on IT departments.
To begin with, and despite the conference theme, the sessions
showed that green is not just one colour. When applied to initiatives
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MISA Prairies delegates listen to a presentation while seated in the visitors’ gallery in
Henry Baker Hall, facing the hollow roundtable occupied by the mayor and councillors
during council meetings. Presenters stood in the centre of the roundtable area with
their slides showing on two large screens behind them, high on the wall.
Above right, Ron Marklund of SaskTel addresses delegates.
Right, Corey Halford describes the City of Airdrie’s biometric remote-access solution.

involving information technologies, there are as many
shades of green as there are in the park beside Regina
City Hall.

• There is a growing need to measure and monitor energy
consumption by IT equipment, particularly in the server
room.

As several delegates noted, green can be applied
simply as a label to iniatives undertaken for other reasons
such as cost-cutting. This can be useful nonetheless in
demonstrating green results to other departments and
so encouraging them to adopt a green viewpoint.

• The days of providing each municipal employee with a
uniquely assigned desktop computer, with its own
unregulated storage capacity and energy consumption,
appear to be numbered.

Terry Morton, IT director of the Regional Municipality of
Wood Buffalo, Alberta, noted: “Some of the presentations
we’ve seen here are a reminder that we’re doing many
things already that we don’t present in a green context.
“For example, at Fort McMurray we put in a remoteaccess telecommuting program for employees of the
Region. It means that we have more people working
out of their homes now and we have less daily traffic,
so we are reducing the environmental footprint.
“But we didn’t start out to do that. We saw the remoteaccess technology as a productivity tool. This conference
has been good at showing how we can and should
identify IT projects as making a contribution to the overall
ecosystem.”
While some discussions focused on how the IT department
can influence green initiatives, many others demonstrated
how green issues are influencing IT departments.
Three main influences emerged that provoked some
take-home thoughts among the delegates:
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• Green issues are accelerating the expansion of IT
influence, and resulting need for collaboration, in a
wider circle of departments and functions.

Opening Sessions
These concepts are interrelated and were introduced at
the conference opening in sessions by Forrester Research
and SaskTel.
The keynote speech by Forrester analyst Doug
Washburn was delivered remotely from his office in
Cambridge, Massachusetts. His voice was heard on a
monitor while his slides appeared on two large screens.
While not personally engaging for the audience, this
presentation method did capture the depth and breadth
of Washburn’s hour-long speech.
His theme, “Maximize the Business Value of Green IT
by Expanding your Scope and Approach,” underlined the
need to plan and promote all green projects on the basis
of before-and-after measurements. Those that demonstrate
cost savings will often be most persuasive in obtaining
senior-management approval for green projects.
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Washburn recommended that municipal IT departments
lead “green maturity” assessments of their enterprises, evaluating processs as well as governance and encompassing
the data centre, distributed IT infrastructure and business
operations.
“Don’t start investing people’s time or money in green
IT projects if you don’t know how well you are doing right
now or you don’t know where you need to improve the
most,” Washburn urged.
His presentation was followed by a live demonstration
by his corporate client, SaskTel, on how to put Forrester
ideas and methodologies into action. SaskTel has developed a three-year strategic plan to develop and implement
green initiatives.
Ron Marklund, IT infrastructure planning manager,
described how the company formed an interdepartmental
project team and engaged Forrester to conduct a maturity
assessment covering 26 categories of its current state,
many of them assessing the quantity and efficiency of
energy consumption. They were grouped under four
headings: process and governance, distributed IT, data
centre and business operations.
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Conference Team Leaders
• MISA Prairies president: Chris Fisher
• Conference project leader: Shayne Wright
• Meals, entertainment and social activities:
Joanne Merk and Jill McPherson
• Agenda/sessions: Larry Eirich and Tony Tkach
• Sponsorships: Kevin Peacock and Chris Fisher
• Delegate packages, registration, badges, gifts,
evaluation: Tracy Cooper, Diane Barber, Cheryl
Fairbairn and Lauren O'Brien
• Facilities/venues: Shayne Wright
• Master of ceremonies: Steve Jeffery

From those assessments the SaskTel team developed
a long list of potential green projects and used an
impact/effort chart to assess what projects could produce
the most significant results with the most efficient use of
resources. That formed the basis for the strategic plan
about to be introduced, including an action plan for 2010.

INTRODUCING A NEW TRAINING PROGRAM FOR MISA MEMBERS
Open Source Security
If you are not using Open Source Applications to operate and secure your network why not?
If you are already among the many Canadian Municipalities using Open Source applications
and tools are you using all that are available and to the full extent they can be used to
secure your network?
This course provides a comprehensive introduction to securing a network with practical
open source tools.
Quotes from MISA member attendees at the course test session:
“An excellent course on setting up and using Open Source Security Tools for a complete
end-to-end solution”
We are associate
corporate members
of the MISA BC,
MISA Prairies and
MISA Ontario Chapters

“The material in this course would be very valuable to anyone working in the security field”
We will conduct these sessions exclusively for your municipality or for a group of
neighbouring municipalities.
CONTACT US TO LEARN ABOUT THIS PROGRAM!
Opensourcesecurity@digitalboundary.net

Visit us at www.digitalboundary.net or
Call us at 1.800.747.3557 Ext. 248 or 265
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Below, Stephanie Yackimec of Acrodex, right, is
visited by Ron Soehn of the City of Regina and
Ivy Tennis of the City of Red Deer.

Above, Geoff Hogan of the
County of Grey, Ontario, left
foreground, meets new people in the vendor display
area in the Larry Schneider
Board Room adjacent to the
Regina council chamber.

At the Sierra Systems booth, Christina
Froberg, right, chats with Charlene
Nagy-Gyorgy of the Town of Okotoks.

Kevin Peacock of the City of Saskatoon, left, talks
with Lurdes Logan and Warren Medernach of
IMAGINiT Technologies.

The message from Forrester and SaskTel of the importance of measurement and assessment of green IT initiatives came up often in other conference sessions and in
delegates’ conversations.
“With respect to green, we have to measure our activities to quantify what we’re doing,” remarked Geoff
Hogan, IT director of Grey County and MISA Ontario’s
representative at Regina. “That’s the number one takehome for me from this conference.
“Take as an example the hydro bill for the building that
my data centre is in – I’ve never seen it! So I have no idea
how much energy we’re using.
“And I don’t know whether the facilities people think
about the energy I’m using either. So we have to talk
about that.”

Virtualization Benefits
Reducing energy consumption, as conference sessions
revealed, often produces additional cost-saving benefits as
well as improvements in IT security, all of which can be
coloured green.
That’s why the trend toward virtualization, or the
consolidation of data-management and storage software
on to fewer pieces of hardware, has spread from servers
to computers and other office equipment.
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Similarly, many other technological advances discussed
in vendor presentations can be seen as green-related
including:
• The consolidation of communications networks using
voice-over-IP
• Converging unrelated security applications into unified
appliances requiring less power
• The increasing use of central-service sources for data
and applications that enable the use of thin clients
instead of energy-gobbling desktop computers
• The use of GIS technologies that can produce spectacular
images of existing and proposed buildings together
with analyses of their resource consumption and
environmental effects on their neighbourhoods
• Even the introduction of teleconferencing and socialmedia tools to reduce travel requirements.
“Technologies are maturing; the whole electrical
consuming side of hardware and software is becoming
more efficient rather than just more effective, and we are
learning how to use them to meet green goals,” Gerry
Davis, principal of Davis Consulting Group, said at
breakfast in the Saskatchewan Hotel’s dining room.
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Newcomer Experiences
A MISA Prairies Welcome
Karen Morley breaks up John Millar, left, and Dale Descoteau of Digital Boundary
Group while receiving her prize as individual winner of the Survivor 2 game.

By Karen Morley
Editors’ note: A resident of Augusta, GA, Karen Morely knew
nothing of MISA before arriving as a guest at the Regina
conference. She won the “Survivor 2” game organized by
Digital Boundary Group, after giving an impromptu answer
to the question of whether Tiger Woods still deserves fan
support. Here are her impressions from the conference.
WHILE VISITING Regina I attended the MISA Prairies
conference social events. I did not attend sessions during
the day but went to the opening-night social as a guest
of Michael Schlosser, who was presenting for Autodesk
at the conference.
In the interest of full disclosure, I have run marketing
departments for technology companies for the past 10 years.
I wasn’t expecting much. When we arrived, it was about
what I had anticipated with small knots of people chatting
with others they knew. That was about to change, however.
The event organizers had planned an interactive game
based on the popular television show Survivor, with
people randomly assigned to teams – a great idea since
everyone was forced to meet new people.
It only got better from there with team events such as trivia,
paper airplane building and tossing, balloon juggling and
cookie rolling, which I won’t even attempt to describe.
I have been to many conference socials, which tend to
be an excuse for sponsor commercials and very dull. This
one was anything but dull, with nearly 100-per-cent participation even during a hockey game on the television!

restaurants in groups. This event was successful in a
different way than the first night.
I stayed at Beer Brothers restaurant with the Autodesk
folks who sponsored that venue. Each group of people
arrived at the pub together and stayed for about an
hour before rotating to the next location. We all enjoyed
appetizers and beverages with the tab covered by the
sponsor/vendor.
The small groups and private rooms at the restaurants
let teams really talk and get to know one another. The
sponsors had the opportunity to meet everyone in attendance, a few at a time, which was definitely a win-win
situation. Each venue had several trivia questions to be
answered by the group but, by that point in the conference, icebreakers were unnecessary as everyone seemed
to be old pals.
Finally all the groups and sponsors converged on the
final venue for prizes and more fun. The big gathering
was loud and liberally punctuated with laughter and lots
of friendly banter. After only two evenings I felt as though
I knew many of these folks – and I hadn’t even been to
the daytime sessions!
Two things made these events a resounding success. The
organizers built in just the right amount of structure and
flexibility, and the attendees were open and participatory.
I’m new to the Prairies but, with this kind of welcome,
I think I’ll stay a while. n

Each event was designed to encourage interaction
among and between teams. There was healthy competition
and plenty of laughter. All in all, this was the most
successful opening social event I have ever attended.
The people were friendly and engaged, the organizers
were on top of everything, and the venue was well chosen
for the event. By the end of the evening I knew many new
people and even had a new nickname, “Cookie” – but
that’s a tale for another time. Some things you just have
to be there to appreciate!
The following evening’s outing was a Grub Crawl, in
which participants went to four different downtown

Members of team 4, the “Misanators,” react to realizing that they
are winning the team competition during the Survivor 2 game.
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“There are different perspectives on whether this is a
burden or an opportunity for municipal IT departments.
“There are some people I’ve seen at this conference
who view it as just one more burden. There are others who
are looking upon it as an opportunity to expand the influence of IT and its potential to serve the organization.”
One delegate who sees that opportunity is Jon
Schmuland, information systems supervisor of Parkland
County, Alberta. He is leading a virtualization project that
began in 2007 and has resulted to date in a reduction in
servers to two racks from three, and in the replacement of
about 70 of the municipality’s 180 desktop computers by
thin clients that do not have to be replaced and thrown
into landfills every four years.
“Green issues do add another layer of what people need
to look for when they are developing technology and technology solutions, but I think that’s part of being a good
steward of taxpayers’ money and of being somebody on the
planet,” Schmuland mused. “We’re all in this together, right?”
Another opportunity, that of innovation, has been
seized by the City of Airdrie, Alberta. In a presentation to
the Municipal Showcase portion of the conference program,
Corey Halford, data services team leader for Airdrie and
vice-president of MISA Prairies, described a new solution
that gives municipal employees access to their electronic

Conference Sponsors
Gold
Acrodex Inc.
Cisco Systems
Fortinet Canada
IMAGINiT Technologies
Non-Linear Creations
OnX Enterprise Solutions
Secure Group

Silver
Acrodex Inc.
Autodesk Canada

Citrix/Horizon
Digital Boundary Group
IBM Canada
Kaspersky Labs
Microsoft Canada
SaskTel
Sierra Systems

Bronze
ctc TrainCanada
The Davis Consulting Group
Dell Canada

files from anywhere, using any computer, by means of a
biometric USB combined with a fingerprint scan.
The solution makes use of a virtual private network from
Cisco Systems that enables users to remotely turn on their
office computers to access files. That means the computers
do not have to be left on when the employees leave the
office. Halford described the solution as being unique
in the world but said Airdrie will make it available to
any municipality.
Other Municipality Showcase presentations came from:
• Kevin Peacock of the City of Saskatoon, who demonstrated the City’s use of a GIS solution from Pictometry
International Corp, which presents images of buildings
from all angles, measurers their dimensions and
reduces the need for onsite inspections.
• Joanne Merk and Tony Tkach of the City of Regina, who
explained how an automated system for processing
telephone accounts has eliminated the need for thousands
of sheets of paper every month.
• Jason Wywal of the City of St. Albert, whose presentation about the IT department’s collaborative wiki earned
the Municipal Showcase Award (see page 17).

Enablers for the Enterprise
The Showcase presentations pointed to an emerging phase
in green IT – the implementation of solutions by IT departments that are capable not just of reducing their own
resource consumption, but serving as green enablers for
other departments and ultimately the entire municipality.
This increases the opportunities -- or the pressures,
perhaps – for IT departments to become centres of enterprise collaboration and reach out to more departments
such as facilities management. It’s referred to by Forrester
and SaskTel as “green IT 2.0.”
Grant Sojnocki of Arrow Electronics Canada, part of
the OnX Enterprise Solutions sponsorship team, described
how he sees green IT fostering collaboration:
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At the City of Edmonton, CIO Chris Moore’s leadership
vision goes further than that. In a presentation about
Edmonton’s EcoVision strategy, Moore mentioned the newly
created mission statement for Edmonton’s IT department:
“We partner to achieve business excellence through
leadership in innovation and transformation.”

Jim Hopson

Chris Moore

“The data centre is a huge user of power – most consulting reports will say 10 to 30 times more than the general
office environment. I look at the IT manager as a homeowner.
The owner has responsibility for the data home but needs
to collaborate with specialists, the facilities managers and
channel partners, to monitor and measure environmental
issues and manage problems like hot spots.”
Throughout the conference there was a constant underlying theme of collaboration, from the organizing team
to the presentations and entertainment. Even the keynote
speaker for the Friday luncheon, Jim Hopson, president of
the Saskatchewan Roughriders football team, touched on
it. His definition of leadership: “Hire good people, support
them, and let them do their jobs.”

Asked from the audience why the word “technology”
does not appear in the IT department’s mission statement,
Moore replied: “We’re about business solutions. That’s not
a new revelation, it’s been happening for years.
“A municipal government does four big things: legislative
governance, land development and management, infrastructure management and program management. IT is
not a core business. So in our department we are shifting
from being technologists to being business analysts.”
In summary, the key outcome of the Regina conference
might have been to show the interconnectedness of green
IT, business issues and collaboration – including hospitality
– and to demonstrate how this represents an opportunity for
IT departments. The concept was summed up in an interview
by Sabina Visser, IT director of the City of Lethbridge:
“It’s worthwhile having a green conversation with your
organization because it adds value to our relationship to
the business, as opposed to just being about technology.” n
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Municipal News
Across Canada

MSDO Plans Service-Delivery Conference
THE MUNICIPAL Service Delivery
Officials (MSDO) association has
announced that its annual conference
will take place October 3-5 in
Mississauga, Ontario.

This will be the sixth annual conference for the association of municipal
professionals who create, implement,
and support municipal service-delivery
initiatives across Canada.

Hosts for the conference, which will
take place during Customer Service
Week in Canada, will be the Region
of Peel, City of Mississauga, City of
Brampton and the Town of Caledon.

MSDO has made significant
progress since its board of directors
was elected at the 2009 conference in
Windsor. It now has formal municipal
members – 25 of them across Canada
– who are paying membership fees.

The conference committee is planning
details of the topics and presenters,
reports Tom Malanfant, president of
MSDO and manager of customer
service at the City of Windsor, Ontario.

New Brunswick
Premier Honoured
For Community Vision
THE INTELLIGENT COMMUNITY Forum
(ICF) has named Shawn Graham,
premier of New Brunswick, as its
Intelligent Community Visionary of
the Year for 2010.
ICF announced April 12 that it
selected Graham based on his dedication to make New Brunswick the first
complete broadband province in
Canada and transform its educational
system to pursue a knowledge-based
economy.
ICF is a New York-based think
tank dedicated to studying the use
of information and communications
technology to create the community
of the 21st century. n

Three people from those members
are representing MSDO on the interjurisdictional Public Sector Service
Delivery Council. The association has

applied for registration as a non-profit
corporation and has established
by-laws, which are published at
www.msdo.ca.
Member representatives can share
reports and other documents in a
peer-to-peer group accessible by
password at MISA Ontario’s Web
site, www.misa.on.ca.
“We continue to appreciate the
information sharing we enjoy with MISA
and the partnership that continues to
grow, and we look forward to collaborating on initiatives in the future,”
Malanfant says. n

Cities in Quebec and BC Win Awards
THE CITIES OF Québec and Port
Moody, BC, have won awards for
excellence in applying various systems
of information technology.
Québec was honoured April 21
by ESRI Canada for applying GIS
technology to improve its Web mapping
application and enhance public access
to the City's geographic information.
The Award of Excellence was presented at the 2010 ESRI Canada User
Conference in Québec City. In 2009
the City implemented ArcGIS Server
to deliver faster browsing speed, add
navigation functions, and increase the
level and detail of information that can
be analyzed.
Port Moody on April 20 received
the Canadian Award for Financial

Reporting from the Government
Finance Officers Association for
the fifth year in a row.
This particular award pertains to
the city’s 2008 annual report, the
preparation of which was completed
in-house using UNIT4 Business
Software’s ERP suite called Agresso
Business World.
A news release from UNIT4,
formerly known as Agresso, quoted
Port Moody Mayor Joe Trasolini as
saying, “We are extremely proud of
our Finance Department for maintaining the highest standards of financial
reporting.
“This award clearly demonstrates
that the City is committed to public
disclosure.” n
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Governance Issues
By Roy Wiseman
Chief Information Officer
Regional Municipality of Peel, Ontario

OVER THE PAST two to three years, I have given several
presentations on the Municipal Reference Model (MRM) or
the Canadian Governments’ Reference Model (CGRM).
Many MRM concepts, on which I may have been admittedly
shaky in the early going, have become second nature to me.
(In this regard, if you want to increase your understanding
of a subject, nothing works better than committing to give
a presentation – there is something about having to stand
in front of an audience that wonderfully concentrates the
mind and puts your research skills into overdrive!)
Many of my recent MRM/CGRM presentations have
focused on the concept of a service – what it is and what
it is not – and then how we measure our progress.
The MRM, PSRM, GSRM and CGRM all have similar definitions of service incorporating the following key concepts:
• A service must have a client, who may be an individual,
group, organization or business. The client must be
separate from the provider of the service – because
we cannot provide a service to ourselves, planning,
budgeting or managing is not a service.
• A service must deliver or provide an output to that client
– the output may be tangible (unit of water, financial
support) or intangible (advice, training, licence).

MAY 2010

What Services
Does IT Provide?
us. Rather, they are the things that they have to do (their
activities or processes) in order to provide the real services.
What we are buying, paying for, and measuring is the
quality, effectiveness and reliability of their cable TV, telephone, cellular or Internet services – rather than how well
they maintain their network. Of course, if they don’t
maintain their network, the services will ultimately be
affected – which is when we will notice and what we
ultimately care about.

Service Versus Functions
To move to a municipal example, our service is the water
that we provide to our residents and businesses. Designing,
building, operating, and maintaining the infrastructure (the
pipes and treatment plants) are not services They are what
we have to do to deliver the service (the water).
When we list the “number of main breaks” as a performance measure for the water service, I again describe this
as an inside-out view. We are describing the incident in
terms of our infrastructure. From the customer’s (outside-in)
perspective, a main break is a service interruption.

• A service must be complete and stand-alone, not part
of delivering another service. So a registration is not
a service. We are registering for something, like swimming instruction. If that something did not exist, there
would be no need for the registration “service” (which
is, actually, a process).

One of the important quality measures of a utility
service (as discussed in my March column) is its reliability.
So instead of measuring “main breaks,” we should be
counting the frequency, duration and impact (number of
affected residents) of the resulting service interruption. An
incident that affects 100 residents for one hour should not
be counted the same as one that affects 10,000 residents
for several hours.

Inside-Out and Outside-In Views

How Does This Relate to IT?

In applying these concepts, I have noted that, when we
first ask municipal managers to describe their services,
they frequently revert to what I call an “inside-out” view,
describing the things that they do rather than the services
they provide to their clients.
On the other hand, if we were to adopt the customer’s
perspective (the outside-in view) and were asked to list the
services provided by our favourite telco/cable/Internet
provider (including Bell, Rogers and Telus), we might list
such services as cable TV, home telephone service, cellular
service and Internet access.
We all know that, to provide these services, they must
plan, design, build, operate, maintain, and repair the
infrastructure, send us bills, collect payments and so forth.
But we don’t list these as the services that they provide to

Some years ago, Chartwell developed the MRM-IS –
Management Reference Model for Information Services.
This model came with a pre-populated list of more than
50 IT “services.” Unfortunately (and surprisingly, given its
heritage), most of the so-called services are in fact processes. As one example, if “Manage IT Internal Staff” is a
service, who is the client and what is the output? Do our
clients request this service?
In 2000, the Ontario Municipal CAO Benchmarking
Initiative engaged GHK International (Alan Mitchell, better
known for his work with Chartwell) to develop a standard
catalogue of internal support services including IT and
identified the following:
• Information technology planning and monitoring
• Information technology application delivery
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• Information technology information/data management
• Information technology infrastructure/tool access.
These are getting closer, although I would argue that
at least the first is a process and not a service.
The draft Government of Canada (GSRM) profile of
internal services provides the following for IT:
“Information technology services involve activities
undertaken to achieve efficient and effective use of information technology to support government priorities and
program delivery.... Service groupings for information technology services include:
• Distributed computing
• Application/database development & maintenance
• Production and operations computing
• Telecommunications network (data and voice)
• IT security.”
This is again reasonably close and similar to the
OMBI/GHK model.
So what are the services that we provide, as an IT organization? Who are our clients? What is it that they come to
us to obtain? Drawing on the above, my list of the services
would include some or all of those in the chart below.
Not included in this chart are activities around planning,
operating, or supporting these services, including the IT
help desk. When we listed the services of our favourite
telco (including cable or Internet), we didn’t mention support,
assuming that support was part of the service. One can
certainly argue that this should not be assumed and should
be listed as a separate service. I would not take issue with
this position.
Also not listed are some favourites such as IT architecture,
IT planning, project management and IT security. In my view,
each of these is assumed in one of the above services or is
a process required to successfully deliver the service.

Our telco clearly needs someone to design (architect)
their network and ensure that it is secure, but we assume
that we are buying a well architected and secure service –
rather than considering these as separate services. (One
of the continuing “tricks” in the for-profit sector is to take
something that has previously been “assumed” and bundle
it as a separate service.)
One can also argue for a further split of some of the
above services. For instance, network access (#2) might
include access to storage and print services, as well as communications tools (including e-mail and instant messaging).
Finally, one might argue that at least some municipal IT
organizations provide some services (information, transactional services) directly to the public through municipal
Web sites.

Departmental Clients
In my view, most municipal IT organizations still view themselves as providing IT solutions (applications) to departments
who in turn provide these services to the public. In other
words, the IT client is the department. Nevertheless, at least
some municipal IT departments may make the case that
they provide services directly to the public.
Once we define the services, however, we have taken
the first step in defining appropriate performance measures.
How would we measure the efficiency, effectiveness and
quality of each of the above services? Clearly, we need to
start by measuring it through the eyes of the client – this
means counting the frequency, duration and impact of
service interruptions rather than just the number of “main
breaks.” In this regard, customer service (usually measured
by a survey) is one measure of effectiveness but certainly
not the only measure.
roy.wiseman@peelregion.ca n

Service

Service Output

Client

1. Provide specific IT tools
(hardware and software)
2. Provide (network) access to a range of IT
applications and services (both internal
and external)

The tool/resource (cell phone, blackberry,
computer, printer, piece of software, etc.)

Individual employee (IT tool user)

A unit (hour, minute) of network access

Individual employee (network user)

3. Provide access to the internal
and public telephone network

A unit (hour, minute) of telephone access

Individual employee (telephone user)

4. Provide IT solutions (applications acquisition, development, integration, etc.)

A delivered IT solution

An internal municipal department
(organization unit)

5. Provide IT applications/solutions hosting
(operations) service

A unit (hour) of hosted service for the
application or solution

An internal municipal department
(organization unit)
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National and Member Executives
National Officers

MISA BC

MISA Atlantic

PRESIDENT
Daya Pillay, Halifax Regional Municipality
902-490-6550 (fax 490-4525)
pillayd@halifax.ca

PRESIDENT
David Hennigan, The Capital Regional District
250-360-3141 dhennigan@crd.bc.ca

PRESIDENT
David Muise, Halifax Regional Municipality
902-490-4000 muised@region.halifax.ns.ca

VICE PRESIDENT
Bill Grant, District of West Vancouver
604-925-7071 bgrant@westvancouver.ca

TREASURER
Daya Pillay, Halifax Regional Municipality
902-490-6550 (fax 490-4525)
pillayd@halifax.ca

VICE PRESIDENT
Maurice Gallant, City of Fredericton
506-460-2830
maurice.gallant@fredericton.ca
TREASURER
Garry Bezruki, City of Waterloo
519-747-8726 (fax 747-8727)
bezruki@city.waterloo.on.ca
SECRETARY
David Hennigan, The Capital Regional District
250-360-3141 dhennigan@crd.bc.ca

TREASURER
Guillermo Ferrero, City of Nanaimo
250-755-4486 guillermo.ferrero@nanaimo.ca
SECRETARY
Linda Kreutz, Greater Vancouver Regional District
604-436-6974 linda.kreutz@gvrd.bc.ca

http://misa.bc.ca

www.misa-asim.ca

MISA Ontario
MISA Prairies
PRESIDENT
Chris Fisher, City of Regina
306-777-7193 cfisher@regina.ca
VICE PRESIDENT
Corey Halford, City of Airdrie
403-948-8800 x 706
corey.halford@airdrie.ca
TREASURER
Dan Newton, City of Red Deer
403-342-8283 dan.newton@reddeer.ca
SECRETARY
Michelle Bohachyk, City of Fort Saskatchewan
780-992-6225 mbohachyk@fortsask.ca
MEMBERSHIP
Natalia Madden, County of Grande Prairie
780-532-9722 nmadden@countygp.ab.ca

www.misaprairies.ca

PRESIDENT
Garry Bezruki, City of Waterloo
519-747-8726 (fax 747-8727)
bezruki@city.waterloo.on.ca
VICE PRESIDENT
Geoff Hogan, County of Grey
519-372-0219
geoff.hogan@grey.ca
TREASURER
David Laneville, City of Timmins
705-360-2605 (fax 705-360-2686)
davidl@timmins.ca
SECRETARY
Dan Munns, Town of Whitby
905-430-4300 x 2391
munnsd@whitby.ca
COUNSEL
Lou Milrad, Miller Thomson LLP
416-595-7926 (fax 595-8695)
lmilrad@millerthomson.com

SECRETARY
Maurice Gallant, City of Fredericton
506-460-2830
maurice.gallant@fredericton.ca

Réseau de
l’Informatique
Municipale du
Québec (RIMQ)
PRESIDENT
Geneviève Côté, Ville de Sainte-Thérèse
450-434-1445 x 258
gcote@ville.sainte-therese.qc.ca
VICE PRESIDENT
Daniel Naud, Ville de Québec
418-641-6413 x 8310
daniel.naud@ville.quebec.qc.ca
ADMINISTRATOR
Gaston Huot, Villes de Boucherville,
Brossard, Saint-Bruno et Saint-Lambert
450-923-6362
gaston.huot@ville.brossard.qc.ca
SECRETARY-TREASURER
Michel Hurteau, Ville de Sorel-Tracy
450-780-5714
michel.hurteau@ville.sorel-tracy.qc.ca

www.rimq.com

www.misa.on.ca

43

CartêGraph

Over 80 Million People
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48 (US States)
9 (Provinces and Territories)
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AGL
Applied GeoLogics Inc.
To find out how CartêGraph Solutions can help you manage
both your Workforce and your Municipal Infrastructure Assets,
please contact Applied GeoLogics Inc. (CartêGraph Authorized Distributor)
or visit us at the 2010 MISA Conference (Booth A7) in Niagara Falls.
1.877.433.9533
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www.appliedgeologics.com

