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GeoWarehouse® – validate what’s on the ground

GeoWarehouse delivers access to
property ownership information in your
municipality in one simple interface

The GeoWarehouse online service has always provided unprecedented access
to Ontario’s land registry information. The new GeoWarehouse is the next step
in the evolution of this unique product.
Enhancements include:

• Property Details - a look into the LRO providing current owner, address
and legal description.

• Drive By View - a high resolution view of the property captures
Asset Management and Public Works Infrastructure.

Contact us for a
free test drive*

• Plan Images - access to registered plans within a municipality.
GeoWarehouse
Telephone: 416-643-1144
Email: gwsales@teranet.ca

* Some conditions apply. Access to and use of the GeoWarehouse online service is subject to the terms and conditions,
availability and pricing provided at the respective websites, all of which can be changed without notice.
© 2009-10 Teranet and the Gateway design are registered trademarks of Teranet Inc. GeoWarehouse is a registered
trademark of Teranet Enterprises Inc. All rights reserved.
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Keeping
in Touch
By Gaston Huot
President, RIMQ

MANY OF YOU have probably seen movies or footage
shot in the 40s and 50s where hundreds of employees are
working in a huge room to prepare the payroll for a company of a few thousand employees. Today, thanks to the
era of computerization, the same process probably
requires a staff of only 10 or so employees. The same
applies to numerous other operational activities.
No one can dispute the productivity improvements
owed to computerization. But what is the impact on
municipal governance?
Mature private organizations have long recognized that
computerization shortens the chain of command and eliminates one or two organizational levels. Computerization
also enables us to consolidate information and make it
readily available, which provides for much faster feedback
since the information no longer has to pass through an
organization’s many layers before it reaches the end recipient. Organizations have thus benefitted from technology to
measure cash flows, risks and production costs in real time,
and forecast losses and especially revenue, which is the
raison d’être of corporations.

Retirements Looming

Collaboration
And Governance
Efficient and effective governance systems and kluges
do not go hand in hand. It takes two to tango, as it takes
two to get efficient governance systems, one being Mr. Good
Architecture and the other Ms. Good Business Process.
It is clear that actions from wise and well-informed leaders
will be required, but the input from all information managers
is also essential to success in the optimization of governance
processes. This input is associated with our ability to share
information with regard to best practices. The discovery
and use of these best practices depend on our ability
to collectively look at what is done elsewhere, either
geographically or sectorally (outside the municipal sector).
Working alone, we can sometimes be good. Working
as a group, we must always be good since we have given
ourselves the means to share our expertise. The MRM
(Municipal Reference Model), the RIMQ (Réseau de
l’Informatique municipale du Québec), and MISA chapters
within MISA/ASIM Canada are all organizations available
to us to benefit from the experience of our colleagues.
These organizations are also information communication
vectors that strive to serve our best interests and the interests
of the municipalities that employ us.

Due to the absence of the powerful and rigorous incentive
of profitability, municipal organizations are not known to be
at the forefront of governance. But since necessity prevails,
significant personnel losses due to retirement could become
a powerful incentive to the implementation of governance
systems that rely heavily on technology. This is at least
what we can hope for, especially as taxpayers.

Citizen Participation

The door is open to implement highly productive governance systems that make efficient use of operational systems.
Only a lack of creativity on our part or the presence of
municipal organizations that are entrenched in obsolete
practices will be an obstacle to the obvious need to do what
the private sector has done long ago. That is, review its
business and decision-making processes through approaches
and technologies that are widely used throughout industry,
as opposed to technologies designed simply to accelerate
manual processes created in other times.

It is important to underscore that, beyond what technology has to offer and what I have written in this column,
governance cannot rely just on algorithms and systems.
I recall that, on May 6, Wall Street experienced a mini
stock-market crash where the absence of human arbitration
allowed a computer to quickly liquidate term contracts,
causing a stock-market liquidity crisis.

Those of us who have built systems architectures according
to the basic principles of information management – data
entry at the base, absence of redundancies, and so on –
are already in the driver’s seat. These are major ingredients
in the recipe for success, a recipe that is unfortunately not
passed along as readily as a recipe for apple pie.
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Governance will also probably profit from the “open data”
world, where non-nominal data are made available to the
public. Because citizens are much closer to some issues, as
a group will they not become hundreds of analysts that we
don’t have to pay? We must be open, we must be ready.

A human arbitration of decisions? Seems like a great
idea! Technology is not all, and technology alone may
well be dangerous if not managed and controlled. Hidden
behind our technological armour, we are all still human. I
hope that as IT professionals we will use our human capability to collaborate in improving municipal governance.

gaston.huot@ville.brossard.qc.ca 
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Security and Risk Management Conference
Will Deliver Expertise at a Global Level
ARE YOU PREPARED for the worst that
could happen? How would you deal
with IT security issues on a global scale?
Some risks to international security
are so complex that municipal IT
professionals are unlikely to have to
deal with them at a local level. But
the professionals who deal with them
can offer lessons of value to all those
responsible for protecting municipal
networks, infrastructure and people.
The 2010 MISA Security and Risk
Management Conference will offer
exciting presentations giving insiders’
analyses of international security
operations at all levels of government,
including high-profile events where a
security mistake could have changed
history.
One of them was the G20 Toronto
Summit in June. The largest and most
expensive security operation in
Canadian history, the event made
headlines around the world when
more than 400 people were arrested
as violence broke out on the streets of
downtown Toronto.
Security forces depended on IT
support from the City of Toronto’s
Emergency Operations Centre. How
was it organized? How was informationtechnology planning tightly integrated
with emergency management?
Security specialists Michael Galin
and Graeme Jannaway were part of
the operation and will tell their story
on Monday, November 22 in the
same place where the world was
watching.

The conference will be held
November 21-23 at the Hotel Novotel
Centre in downtown Toronto. The
eighth annual IT security event
organized nationally by MISA Ontario,
the conference will have a theme
of “Information Security and Risk
Management – Diversity in Security.”

September 11 Experience
The opening keynote presentation will
feature another security expert with
experience in managing globally
significant events. Roger Cressey is a
former director for transnational threats
for the US National Security Council
and managed the government’s
response to the terrorist attacks of
September 11, 2001.
Cressey also served as chief
of staff to the President’s Critical
Infrastructure Protection Board at the
White House. Today he is president
of Good Harbor Consulting LLC and
an on-air counterterrorism analyst for
NBC News as well as an adjunct
professor at Georgetown University.
Cressey’s presentation will be
entitled “Organizational Security
Risk Management – What Municipal
Governments Must Know and Do in
Today’s Cyber Security Threat
Environment.”
Other presenters will discuss topics
arising from national and international
security organizations in which MISA

is represented, and from municipal
experience involving the City of
London, the regions of York and
Halton and the City of Toronto’s
wireless-network security system.
Specialist presenters from vendors
will discuss security priorities within the
Canadian threat landscape, securing
mobile devices, applying security policies to cloud computing and network
architectures, and a variety of related
issues. There will be major presentations on PCI compliance and identity
management and authentication.
“This conference will be a milestone
of progress for IT managers from
municipalities of all sizes and all
regions of the country in managing the
online security risks that affect us all,”
says conference chair Kathryn Bulko,
manager of client relationship management for Toronto’s I&T Division, a
director and past president of MISA
Ontario and vice-president of
MISA/ASIM Canada.
Platinum sponsor of the conference,
for the second year in a row, is NCI.
Digital Boundary Group is sponsoring
the Monday keynote speaker.
To register please visit
www.misa.on.ca/en/event_list.asp.
Reservations at the Novotel Toronto
Centre, 45 The Esplanade, can be
made at a special rate through a link
on the MISA Ontario site. 
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Maurice Gallant, right, plays with a mock
toaster-telephone made for him by Garry
Bezruki of the City of Waterloo. The gift was
a compliment to Gallant for his article in
the September issue of Municipal Interface,
wherein he said mobile technologies should
be like toasters that “just work.”

Meeting in a suite at the Westin Hotel are, clockwise from from left foreground: Maurice
Gallant of Fredericton, Chris Moore of Edmonton, Louis Shallal of York Region, Roy Wiseman
of Peel Region, Jury Konga of eGovFutures Group and chair of MISA Ontario’s Gov 2.0
Committee, Garry Bezruki of Waterloo, Jean-Pierre Fortin of Montreal, Kathryn Bulko of
Toronto and facilitator Debbie Barrett, also pictured at top right. Teleconference participants
were David Hennigan of the Capital Regional District, BC, Per Kristensen of Nanaimo, Norm
Francoeur of Wood Buffalo, Harry Turnbull of Windsor and Adam Hughes of Peel Region.

MISA/ASIM Canada Focusing on Value
Leaders agree to produce events, invite vendor memberships
THE BOARD OF DIRECTORS of
MISA/ASIM Canada has begun
preparations to transform the national
organization into a more financially
independent provider of value-added
services in keeping with its new
strategic plan.
The board has agreed to work
toward expanding participation and
membership, adding special interest
groups and providing national
products and events, all with a view
to creating value for municipal IT
organizations and their members
in Canada.
These decisions were made at a
meeting in Ottawa on October 4.
Several board members and invited
volunteers, representing every region
of the country, met in person and by
teleconference with the assistance of
facilitator Debbie Barrett to begin
implementing the national strategic plan
formulated in principle in June at a
meeting in Niagara-on-the-Lake, Ontario.
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The outcomes of that meeting were
described in the September 2010
issue of Municipal Interface. The
strategic plan is being built on a new
mission statement for MISA/ASIM
Canada: “To be the national voice of
municipalities relating to information
and communications technology.”
Up to now, MISA/ASIM Canada
has largely been a coordinating body
for its five member organizations,
which are the four MISA chapters
and the Réseau de l’Informatique
Municipale du Québec (RIMQ).
Since its founding in June 2006,
MISA/ASIM Canada has sent representatives to meetings of the Public
Sector CIO Council (PSCIOC) and
to international events involving
members of LOLA, the Linked
Organisations of Local Authority ICT
Societies. It has also been host for
meetings of those organizations, but
the events have been paid for by
member chapters or municipalities.

Now the board is working on a
sustainability plan so that MISA/
ASIM Canada can support its own
national events and initiatives.
Types of expenditures that the
meeting participants decided should
be nationally self-supporting include:
• Municipal Interface, which is now
supported by MISA Ontario and
MISA BC
• Fees and travel expenses associated
with PSCIOC membership
• Membership in international
organizations and attendance
at international events
• Management of a national Web
site of professional quality
• Administration of MISA/ASIM
Canada’s national program of
special offers from vendors
• Special initiatives such as
research, advocacy and policy
development.
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Two board members will be developing a financial and service-delivery
plan to be submitted to member
associations for approval. They
are Garry Bezruki of the City of
Waterloo, Ontario, who is treasurer
of MISA/ASIM Canada and president of MISA Ontario, and David
Hennigan, secretary of MISA/ASIM
Canada and president of MISA BC.
The plan will include a proposal
for vendor memberships in
MISA/ASIM Canada, to be offered to
companies that might prefer a consolidated membership fee rather than a
series of chapter memberships.
Maurice Gallant, CIO of the City
of Fredericton and president of

MISA/ASIM Canada, will lead the
development of an action plan to
expand governance participation by
drawing in members of committees
and special-interest groups.
A new special-interest group will be
created as a discussion and meeting
forum for leaders of municipal IT
departments. This has been a longstanding recommendation of Louis
Shallal, chief information technology
officer of York Region, Ontario.
Shallal, along with Chris Moore,
CIO of the City of Edmonton and
Jean-Pierre Fortin, chief IT architect
of the City of Montreal, agreed to
organize an initial event for the
special-interest group in 2011. This
will be a council to discuss common
issues of national significance, with

vendors invited as sponsors.
The day-long strategic-planning
meeting was facilitated, as was the
June meeting, on a volunteer basis by
Debbie Barrett, retired IT leader of the
City of Mississauga and McMaster
University, a past president of MISA
Ontario and holder of the Peter
Bennett Award.
The meeting took place in a suite
on the 24th floor of the Westin Hotel
on the first day of the GTEC 2010
conference. GTEC organizers generously donated the room and assisted
in making arrangements. Executive
director Kevin d’Entremont provided
participants with tickets to attend
GTEC’s Distinction Awards Gala, where
presentations included a municipal
awards category (see page 43). 

MISA BC Associate Members – 2010
We appreciate the support and participation of the following 86 associate members:
4th Utility Inc.
Acer America Corporation
Acrodex Inc.
Action/BMS
Alcatel-Lucent Canada
Allstream
Anixter Canada
Atomic Crayon
Autodesk
Avaya Canada
Barracuda Networks
Bell Canada
CORE geospatial
CTQ Consultants Ltd.
Cancadd Reproductions and
Engineering Supplies Ltd.
Cisco Systems
Compugen Inc.
Com-Tech Learning Solutions
D-Link Canada Inc.
Dell Computer Corporation
Digital Boundary Group
Digital Payment Technologies

E-Comm 911
ESRI Canada Ltd.
Forte Consulting Ltd.
Fortinet Canada
Fujitsu Consulting (Canada) Inc.
Galdos Systems Inc.
Glenbriar Technologies Inc.
Global CADD Systems Division
of Cansel
Hitachi Data Systems
Houle Electric Ltd.
I-Open Technologies Inc.
IBM Canada Ltd.
iCompass Technologies
Ideaca Knowledge Services
IMAGINiT Technologies
Integrated Cadastral
Information Society
Integrated Mapping
Technologies Inc.
iON Secured Networks
IPS
J. E. T. T. Corp.

JFC Solutions
Laserfiche
Long View Systems
MDT Technical Services Ltd.
Matthews/File-It-Solutions
McElhanney Consulting
Services
Metafore IT Solutions
Microserve
Microsoft Canada
Mitel Networks
Motorola
Municipal Software
Corporation
MYRA Systems Corp.
NEC Unified Solutions
Océ-Canada Inc.
Open Business Process Inc.
Open Storage Solutions
OPUS Consulting Group
OSIsoft Canada
Pacific Alliance Technologies
Panasonic Canada Inc.

Planetworks Consulting Corp.
Prima Computer Solutions
Research in Motion Limited
Rogers
SAP Canada
Scalar Decisions
Softchoice Corporation
StarDyne Technologies Inc.
Sudden Service Technologies
Sudden Technologies
TLD Computers
TELUS Communications Co.
Tempest Development Group
Teraspan Networks
Texthelp Systems Ltd.
Trend Micro
TriGeo Network Security
Turning Technologies Canada
Unis Lumin Inc.
UNIT4 Business Software
Vision Internet
Websense Canada Inc.
Western Principles Inc.
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Ontario’s Walter Gasparini to Retire Next June
JUNE 2011 IS months away, and
the upcoming retirement of Walter
Gasparini is already gaining attention.
As director of information services
at the Region of Waterloo, Gasparini
has contributed to the municipal
sector and, as president of MISA
Ontario, led the organization into new
territory, forging ties with MISA BC
and promoting collaboration with
other government levels.
These colleagues offer
reminiscences:
Garry Bezruki, director of information
systems, City of Waterloo, and MISA
Ontario president:
The Region has benefitted from
Walter`s knowledge and business
experience. He is very skilful on the
technical side as well as collegial
and diplomatic, and always looks for

opportunities to leverage partnerships
and extend services to the rural
community. As the current chair of
Wrepnet (Waterloo Region Education
and Public Network), he represents
the municipal sector. He is just an
all-round great guy.
Don Cowan, director, and Doug
Mulholland, senior researcher,
Computer Systems Group, David R.
Cheriton School of Computer Science,
University of Waterloo:
We have always been impressed by
Walter’s forward thinking. His installation of wireless high-speed internet to
all the Region`s municipal buildings
was ground-breaking. His leadership
in establishing Wrepnet provided
high-speed Internet access to all government buildings and schools in the
Region. Walter made a major contribution to the Region`s submission to

MISA Prairies
2010 Associate Members
We appreciate the support and participation of our 27 associate members:
Acrodex Inc.
Autodesk
BI Builders
Canadian Project Partners
ctc TrainCanada
Davis Consulting Group
Dell Canada
Delta Factor
Digital Boundary Group
Fortinet Canada
Horizon
IBM Canada Ltd.
IMAGINiT Technologies
Imex Systems
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Kaspersky Lab
Microserve
Microsoft Canada
Non-Linear Creations
Océ-Canada Inc.
OnX Enterprise Solutions
Ricoh Canada
Sasktel
Secure Group
Sierra Systems
Strategy Institute
The Tempest Development Group
Tricon Technical Service

the federal
government’s
1999 “Smart
Communities”
initiative. Our
last project
involved the
integration of
two Web-based
Walter Gasparini
information
systems for immigrants. The integration team from
Walter’s operation exemplified his
leadership style.
Gary Sosnoski, Commissioner of
Corporate Resources, Regional
Municipality of Waterloo:
Walter thinks outside the IT traditional
technical envelope and takes a broader
enterprise-wide view of the serviceimprovement potential of technology.
He’s not afraid to try something new
and has a healthy respect for the
nuts-and-bolts aspects of the technology
infrastructure. He’s a great person and
a valued co-worker, who is also the
model for the cartoon figure in red
high-tops that brands the Region’s
employee intranet portal. He’ll have
to sign over the rights to that stunning
image and “Where’s Walter” branding
before he goes!
Joe Staubitz, manager of corporate
systems and application, Region of
Waterloo:
Walter joined the information services
department in 1989 as its first director
and led it through many changes,
from mainframe to server-based, growing the di vision from an oºriginal 15
to a team of almost 50 people. Walter
was formerly with the Department of
Veterans Affairs, and he’ll be remembered as an excellent leader with a
true open-door policy. 

Speed Service Delivery and Reduce Costs
with Citizen Involvement
The Solutions You Need, to Give Your
Customers the Answers They Need
Lagan’s local government CRM solutions are
designed to improve service delivery by managing
interactions with citizens more efficiently,
inexpensively and securely.
And in today’s fast-paced world that means
solutions that help citizens and governments
connect anytime, anywhere through flexible
communication channels including: call centers,
web self-service, social media outlets and mobile devices.
Based on core best practices, Lagan’s CRM solutions power some of the most
successful contact centers in North America with a full suite of offerings. Here are
just some of the reasons why several local Canadian governments rely on Lagan:
•
•
•
•
•
•
•

Designed for the Way Government Responds to Citizens
Secure environment
Satisfy all Budget Challenges
Proven Success
Flexible Solution Delivery— On-Demand (SaaS), Hosted, On-Premise
Robust Knowledgebase and Content Management
Scalable CRM Capabilities for Service Requests and Case Management

Find out what Lagan can do for you by contacting us at
info_canada@lagan.com or visiting our website at
www.lagan.com/misa.

Connecting Governments and People

www.lagan.com/misa
www.twitter.com/lagan_business
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Open Data: Governance Principles
City of Nanaimo Says Its Strategy Could Be Applied Anywhere
By Jessica Maple
City of Nanaimo, BC
This article is based on a presentation to the
MISA West Fall Conference in Vernon, BC, in
September 2010.
IN THE EARLY 1990S, the City of Nanaimo
on Vancouver Island became one of the first
municipalities in Canada to offer information
and services to the public over the Internet.
In subsequent years we gradually developed
these services, adopting innovative new
approaches based on experience and feedback. This extended to initiatives such as our
interactive online mapping, mobile field
automation and Google Earth integration.
Despite our continual evolution, by the end
of 2007 it was clear that we had failed to
account for a dramatic shift in the way that the
public interacts with technology. Businesses
had also moved toward a more data-driven
approach, using tools like GIS and CAD for
planning and operations.

Influence of Search Engines
Instead of logging on to Web sites to perform
actions, people became used to finding the
specific information they wanted using external
search engines. Commercial Web sites took
advantage of the advances in search-engine
technology by restructuring themselves to
return actionable results, enabling customers
to purchase individual products or services on
the first page they come to.
Businesses compete with each other to
make their sites and products easier to find,
and people have become used to finding the
specific information they need with the click

of a search button. When trying to find government data, however,
people are not often able to find what they are looking for in the ways
they have come to expect. This affects each of our target audiences in
different ways.
For businesses, interacting with government is seen as a source of
friction. Obtaining information requires either onsite visits or the expertise
to find the data in specialized applications on local government Web
sites. This information comes at a cost to both the local business and
the municipality providing it in terms of time and often service fees.
Individual citizens suffer many of the same frustrations and inefficiencies.
Local governments are the authoritative source of many forms of information relevant to daily life. From garbage pickups to bylaw information,
park amenities or special events, citizens would be best served obtaining
this information from us.
Often this information is not easily discoverable on the Web, however.
Citizens either have to interact directly with city staff or end up using
more readily available but non-authoritative sources that are subject to
inaccuracies and bias. At the same time, citizens often have expert
local knowledge and a willingness to improve their communities, but
they are not offered the opportunity to contribute to local government
operations and initiatives.

Lost Opportunities
Potential visitors to our communities are often looking for information
that we are in an excellent position to provide. We all maintain a great
wealth of knowledge about cultural activities, recreational opportunities,
interesting historic information and other features that make our communities special. Every time someone is unable to easily find this information
represents a lost opportunity for us to provide a showcase for our
communities and our local economies to benefit from visitor activity.
Nanaimo has identified four open-data principles that enable us to
address these problems and narrow the gap between citizen expectations and our service delivery:
1.
2.
3.
4.

Open and free access to raw data
Search-engine-optimized publishing
Citizen involvement
Open APIs.

11

MUNICIPAL Interface

NOVEMBER 2010

Technology and Governance
1. Open and Free Access to Raw Data
Nanaimo has a history of making our information available through Web applications such as building-permit
searches, online mapping and Google Earth.
Raw data downloads are an extension of this tradition,
taking information that we already have and giving people
access to it in its native format. This reduces over-thecounter requests for information and permits businesses
and residents to integrate municipal information into their
decision-support systems.
Our Nanaimo Data Catalogue is a central location on
www.nanaimo.ca that provides pointers to our existing
data sources. It was modelled after the US government’s
Data.gov Web site and created in just a few days.
Another example is our engineering GIS data. The
public can download our core cadastral and infrastructure
data at no cost. This provides local builders and developers
with a framework to perform initial suitability analyses with
far fewer resources than having to collect the data themselves.

2. Search-Engine-Optimized Publishing
The goal of search-engine-optimized publishing is to make
information more easily found and indexed by search
engines by publishing each object or record as a Web page.
An example of this is our Public Art Inventory. We have
a traditional Web application on our site that is a showcase
for public art in Nanaimo. With this application, people
are able to browse art pieces or search by location, artist,
category and keywords.
A person walking through a park in Nanaimo is able to
access the same information by typing the name of a statue
into a search engine on his/her smart phone. This eliminates
the need to go to our Web site, navigate to the Public Art
Inventory application, and perform a search to find the statue.
Similarly, residents can find information on all business
licences in the city directly from search engines. As with the
Public Art Inventory, there is a traditional Web application
that can be used to perform advanced queries. We integrated
search-engine-optimized publishing into the recent redevelopment of this application, and as a result there were no
additional costs.
Another example is our search-engine-optimized property
reports. Individuals are able to access zoning and property
information for every address in Nanaimo just by typing
the address in a search engine. These reports were created
when we developed NanaimoMap, utilizing GeoREST that
is free and open source. Implementing these reports
required no additional programming.
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Jessica Maple addresses the 2010 MISA West Fall Conference in
Vernon on how the City of Nanaimo applies its open-data principles to make service delivery faster and more accessible.

3. Citizen Involvement
The idea is to get individuals more active in contributing
to and enhancing their communities by providing opportunities for them to do so. The City’s planning department
saw an opportunity to involve the community in Google’s
Model Your Town competition, providing them with the
training and opportunity to build three-dimensional models
of downtown buildings.
This project took advantage of citizens’ genuine desire
to better their community. It resulted in our downtown core
being fully modelled and also built local competencies with
technology. The City now enjoys enhanced planning capabilities, and one of the citizens involved has since formed a
business providing three-dimensional-modelling services.
Our council meetings are broadcast live on our Web
site and then archived to give citizens access to the
meetings online at any time. Between five and 30 people
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attend each meeting in person. There is a small group
of regular attendees and then others who attend due to
a specific topic.
Current statistics show between 10 and 20 people
watching the live stream and between 50 and 200 people
watching the recorded meeting the following day.
Implementation of the live streaming has significantly
increased the number of people who are able to view our
council meetings.
This application includes the ability to share and post
desired sections to Facebook and Twitter. We have noticed
that a number of citizens have used these features to share
their presentations with others who
might be interested. The entire cost
of implementing this was $2,100
in COTS applications and one
month of development.

enhances the local economy and benefits the community
as a whole.
Individuals are able to search and receive information
at their fingertips, saving valuable time by eliminating the
need for person-to-person contact and reducing frustration.
Potential visitors are able to find out more about our
community’s unique culture and natural attractions, and
can then make better informed decisions when choosing
a destination.
The principles that we have adopted as our open-data
strategy are easily transferable to any local government.

Benefits of open data are clear and irrefutable

Facebook has been a great tool to improve our interaction with the community. It makes our communications with
residents more immediate and collaborative. Conversations
that would have previously been held one-on-one, if at all,
are now visible for all to see and participate in. We get
immediate feedback on the information we provide, and
often citizens share information with each other about
events and activities.

4. Open APIs
This component of open-data sharing is still in fairly primitive
stages. There are no standards for consistency in data APIs
(application programming interfaces), ontologies or other
areas that would enable developers to write applications
that work with multiple jurisdictions’ APIs with minimal effort.
There are several initiatives that seem to be gaining
some traction, but we’re still in the beginning phase of
open-data APIs and will be paying attention as this area
evolves to make sure that we continue to meet our residents’
needs in ways that work best for them. This is an important
principle, but standards of practice have not yet matured.

Cost-Effective Enhancement
Each of these open-data best practices incurs little, if any,
additional cost. By applying these principles during the
development of new services or when existing services
require enhancement, we are radically improving access
to the City’s information over time with little overhead.
The result is that professionals and businesses experience
increased efficiency in their operations. Easily accessible
data enables better and faster decisions to be made, which

We believe that the benefits of open data to both the local
government and its stakeholders are clear and irrefutable,
and are happy to work with others implementing similar
strategies. In addition, we are committed to sharing internally developed applications with other communities using
the same technologies.
The teamwork required for our open-data strategy crosses departmental and organizational boundaries. As is evident from the broad range of projects that have incorporated open-data best practices, over time this will have an
effect on every department in the City.
As well, the success of our partnership with private
citizens has provided considerable benefit to the City and
paves the way for similar collaborations in the future. An
unexpected benefit of our open-data policy has been an
improvement in our relationship with local media, which
in turn gives us more opportunities to promote our local
government actions.
It is easy to underestimate the impact of access to information on the ability of residents, businesses, visitors and
the City itself to make efficient and accurate decisions.
While each incremental improvement in access to data
provides a marginal value, the aggregate benefit is much
greater than the sum of the parts.
We are confident that, as we continue down this
exciting path, every citizen in Nanaimo will benefit.

Jessica Maple, applications analyst with the City of
Nanaimo’s Information Technology Department, can be
reached at Jessica.maple@nanaimo.ca. 
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Updating IT Strategic Plan Turns Into
A ‘Roller Coaster’ For Ontario Town
By Karen Bates-Denny
Town of Aurora, Ontario
With Ben Perry
Prior and Prior Associates Limited
HAVING WORKED FOR the Town of Aurora for more than
14 years now, I have seen many changes. For anyone
who has invested time in an organization, change is
inevitable, and Aurora IT staff has played a significant part
in several positive changes over the years.
Many of the changes and projects have related to
technological advances and strengthening our core,
including switch and firewall replacements, server
upgrades, wireless networking, VoIP deployments,
application upgrades, new financial systems – the list goes
on. Like any other technology-focused project, successful
completion of these projects can be fulfilling. But technologybased success is short-lived and typically not applauded
as much at the corporate level since the achievements
are sometimes not really understood by the average
businessperson and end user.
The experience of updating the IT strategic plan for
our town of 54,000 people was quite different from
any other project I’ve participated in. Updating and
implementing the plan, what I will call “The Aurora
Journey,” has been akin to riding a roller coaster, complete with those remarkable highs and a few mind-altering lows.

Consultant Engagement
Aurora secured, following a standard procurement
process, the consulting firm of Prior and Prior
Associates Limited to assist in the development of the
updated strategic plan. After several weeks of interviews
with staff, senior management and council, the consultants brought to light several issues.
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Five key areas were identified for strategic focus: adoption
of IT management standards; build stronger relationships
between IT and departments; plan then execute; establish and
maintain solid technology foundations; and IT governance.
It was apparent following the interviewing process that
IT projects through the existing project-request process in
Aurora amounted to significantly more than 75 key projects
(not including the everyday maintenance and upgrades we
deal with as core business), many of which crossed multiple
departments and in some cases overlapped.
Based on the current staffing levels it was quickly determined that 75 was an unrealistic and unachievable number.
A mechanism for managing the project-authorization
process complete with a prioritization system was high on
the IT group’s agenda for success going forward. With the
assistance of the consultant, a template-based system was
developed for presentation and prioritization purposes.

The Aurora Journey

Plan
to
Succeed

Governance
Standards
Business/IT Partnership
Plan then Execute
Strong IT Foundations

Governance, Business Case, Project Management Stds,
Formalize Processes, Performance Management,
Internal IT Improvements, Policy, Client Relationships,
Education and Communication, Plans and Strategies,
Web/Online Service (Portal), Corpoerate GIS, Audit Plan,
IT Assett Management, Sustainable IT Funding,
IT Replacemnt Schedule and Forecast
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Committee Structure
The interview process also determined that the
existing IT Committee, which in truth had
become a low-level IT liaison team, did not
have suitable decision- making authority. The
group needed a higher profile, a stronger
mandate and stronger membership accountability to accomplish what would be required
in the future for IT decision making.
The recommendation was to revamp the
committee, creating an executive leadership
steering committee, one we now formally
call EITSC – Executive IT Steering Committee.
Membership includes department heads,
the CAO, the IT manager and a support
staff member.
The committee was struck, a mandate was
created, and the frequency of meetings was
determined. The first order of business was to
tackle the strenuous amount of IT project
requests.

Consultant Ben Perry of Prior
+ Prior Associates is shown
at a MISA Ontario strategicplanning session in the City
of Waterloo in April.

Project prioritization was the focus of several EITSC
meetings. The projects were ranked according to their relevance to the criteria. Following the ranking, the committee
decided to group the projects identified under three key
corporate goals – improve operational efficiency, customer
service and positioning for the future.
Within each of these sections the executive team re-aligned
the top three priority projects based on a democratic
process. The outcomes were the IT projects that should be
focused on for the year. The major projects we are tackling
include the development of a GIS strategy, a documentmanagement-system assessment and system selection, landand property-management-system re-implementation, and
work- and asset-management solutions.
Each of these agreed-upon priorities needed documentation outlined by the project sponsor or team lead to substantiate the project. The executive committee also adopted
a methodology for the standard documentation required
for projects. Dollar and time thresholds identify the size of
the project and the associated documentation required to
be submitted to the committee (such as small, medium,
large and full business cases).
Corporately we have embraced a new set of project
team leaders. These new team leads have been given the
responsibility of several key projects. Each month project
team leads provide the EITSC members with a status report
on their project using an agreed-upon standard template.
This has worked well to date since every key project has
profile and all members know and understand what challenges and issues are arising for corporate priority projects.

Karen Bates-Denney of the Town of Aurora is shown
at the 2010 MISA Ontario Annual Conference in
Niagara Falls in June with Ake Nygren, IT director
of the City of Leksand, Sweden, with which Aurora
is twinned.

Corporate Culture
Five months after the presentation of the IT Strategic Plan to
Aurora Council, a key player at the senior executive team
left the organization. Since the staff member was initially
the project sponsor, this left some feelings of uncertainty for
the remaining IT staff. Also at the same time corporate
organizational restructuring was being considered. It was
a time of ambiguity, but implementing the elements of the
IT plan became a central focus for staff.

Buying In to the Change
Another key point in the success of this journey has been
the transformation of the IT staff. Fortunately Aurora has
many loyal and dedicated employees in the IT group who
believe in their leader. Staff members put faith in the leadership and are starting to believe in the merits of moving
away from the back-room “techie” role to more of an ambassador for change working with the business units as partners.
Adding two new staff to the team – another result of the
strategy – has freed existing staff to assume these new roles.
These supervisors are now focused upon improving and
streamlining our processes and practices. We continue to
move toward raising the profile of IT in our organization.
Coupled with the raised profile and respect comes
increased accountability. The added responsibility and
accountability is something that all team members are
adjusting to nicely within the IT team. It is definitely a
change in mindset for some staff as they continue to
embrace the new approach.
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The Executive Leadership Team has bought in to the
new governance model, although they occasionally need
to be reminded of the driver (“project volumes are unsustainable, we need to take tough decisions about priorities”)
and to agree on the new approach for IT projects and
project status updates.
Questions pertaining to application of the new processes
have occurred, and discussions at EITSC have illustrated and
addressed some of the siloed thinking that we are trying to
address. Some challenges continue with the application of
some of the new processes, but we are all learning how to
use the new governance processes to get the best outcomes
for the Town as a whole.
The key point is that all members have accepted and
understand the importance of why it was necessary to
make the change. The committee continues to work through
issues as they arise. Working together with the leadership
team on IT issues has been a very positive experience that
has given IT the profile that it needs and deserves.
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To quote Shrek, “Change is good donkey,” and adaptability is most definitely the key. Implementing the change
brought about by an IT strategic plan is a journey – often
a journey that shines the spotlight on IT. This can be both a
good, and sometimes uncomfortable, experience. Aurora
staff hit some roadblocks along the way but rose above
them and are continuing to do so.
My biggest piece of advice would be, don’t embark on
an IT strategic-plan update unless you are dedicated to the
cause and have an enthusiastic approach to rise above the
challenges. Some words to live by – dig in and never give
up! Perseverance is the key to a successful change!

Karen Bates-Denney, IT services manager of the Town of
Aurora, can be reached at kbd@e-aurora.ca. Ben Perry
of Prior + Prior Associates can be reached at
ben.perry@priorprior.com. 
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Policies to Unleash
Knowledge Workers
Seen As Beneficial
To Service Delivery
Mario Morel

By Mario Morel
NCI
IMAGINE TWO TEAMS from different departments, each
working on unrelated projects, spontaneously and steadily
increasing their productivity collaboratively. No manager
asked them to do so. They are just mutually recognizing
better ways to run things and are seizing the opportunities.
Now, imagine that same phenomenon occurring with
dozens of other teams.
You might wonder why you rarely experience this among
your teams. One reason may be that your organization is
still structured using a traditional or hierarchical model.
In such organizations, control is characterized by
“directives,” leadership by “position” and decision-making
by “line function.” Executives and managers in this environment survive by keeping information to themselves, creating
deep silos. For them, information is power. But those who
need information most – knowledge workers who are serving
clients – have to wait until some of that information is
pushed down to them at the discretion of management.
Workers are held in check by prescribed and sequential
processes. Basically, front-line knowledge workers operate
in a constrained environment. This type of environment not
only frustrates employees, it also negatively affects the services
that clients receive and their experience while receiving
those services.
Since this confined environment limits flexibility and problem solving, it prevents the front-line knowledge worker from
finding solutions for citizens. Instead, the worker can only
offer a prescribed patch pushed down from management
and send the hapless citizen from one line to another in
search of the silo with the answer. This is a common lament
from citizens who access services from their municipality.

Empowering front-line knowledge workers enhances
effectiveness across a wide range of tasks and situations,
improves resilience from unexpected events, speeds up
reaction time to challenges, and enables them to adapt to
changes, innovate constructively, and adopt better ways to
meet their objectives.
But how is a municipality to empower their knowledge
workers the right way?

Start With Information
Empowerment needs complete, accurate and timely information. Information must be broadly shared. Information
must be continually validated, corrected, and updated.
Information must be readily available when needed and
usable in the context where it is consumed.
The latter is especially critical with regard to privacy
and security compliance. For example, if the information
cannot be trusted due to weak security controls or if the
owner’s consent is missing due to poor privacy practices,
the information becomes a liability, not an asset.
The foundation of an empowered workforce begins with
robust networks, effective collaboration protocols and a
shared situational awareness across the organization. What
follows is a heightened level of inter-operability among
workers where they are able to feed information into a
corporate knowledge base as well as find and retrieve the
right information when they need it. The result is a dramatic increase in productivity across all departments.
Two characteristics of a robust network are versatility and
reliability. In several of my company’s recent client projects,
mobile devices and cloud technology were the means
selected to improve versatility and reliability. Together
they consistently give users access to key information from
anywhere.
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Not long ago, however, both mobile devices and cloud
technology were shunned in the corporate world because
of low performance and high security risks. And, at a
deeper level, IT executives felt they would “surrender”
control of their IT assets to mobile device users and online
services providers.
Remember the constrained environments above where
managers keep things close and build silos of information?
It doesn’t have to be so.
In recent years, many organizations succeeded in
adopting high performance services “in the cloud” in a
secure and privacy-friendly fashion without weakening their
effective control. The key is selecting the right service
providers, drafting strong service agreements, adopting
feature-rich mobile technology, maintaining strong security
measures, and developing effective collaboration protocols.
In a network-centric environment, your organization can
establish the conditions to achieve corporate goals with
collaboration protocols. Protocols are rule sets, standards,
boundaries or plans. They describe what should be done
or avoided in different situations without encroaching on
the “how.”

Collaboration rules can
support corporate goals
With well defined rule sets, knowledge workers have
more leeway to collaborate in developing operational
procedures that optimize their performance. For example,
while the rules for customer support ought to be the same
across an organization, how the support is actually delivered
depends on the nature of the services provided by each
individual department.
Your knowledge workers can best use their network
and collaboration resources if they understand current
and emerging situations. This is what we call “situational
awareness.” Knowledge workers need to understand
senior management’s intent, what it wants to achieve,
the current priorities and the constraints it is facing.
Senior management’s active participation in its own
networked environment is vital. Senior management must
become as much a contributor to the knowledge base as
the knowledge workers. Senior management must learn to
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trust employees, and the employees in turn must provide
generous feedback.
The tools available today to achieve precisely that are
astonishing. We increasingly see sophisticated collaboration
technology enablers such as blogs, forums, online meetings
and desktop sharing applications in organizations from
all industries.
Employees at all levels discuss their work experience,
exchange tips, learn about corporate goals and challenges,
and brainstorm about different approaches. In effect,
everyone is engaged in fostering situational awareness.

Fear of Risks
Regrettably, there are still municipalities that restrict or
prohibit access to online meeting services, internet-based
telephony, smart phones, social networking, software-asa-service applications, open-source software, freeware,
e-mail encryption and work from home, for no other reason
than the fear of seemingly unabatable risks.
Policies that impair the ability of knowledge workers to
optimize their work environment are a major impediment
to productivity. To mitigate the privacy and security risks
associated with modern tools, without unduly confining
workers, executives must seek to establish the conditions
for collaboration across the entire organization.
Management must deploy dynamic and concurrent
processes and shy away from the temptation to exercise
control by imposing directed and sequential tasks. The
architecture of information-management systems must maximize the posting of information by workers and, concurrently, give them the means to pull usable information when
and where they need it.
Information that flows horizontally as well as vertically
is a strategic asset for organizations where decision making
becomes everyone’s job. Proven governance strategies as
well as privacy and security practices that protect information
in a network-centric organization exist and are readily
available.
Citizens’ expectations from municipal services will keep
increasing at an accelerated pace. Municipalities have the
means to meet, and exceed, these expectations: unleash
the knowledge worker.

Mario Morel is a productivity architect and a privacy and
security solutions specialist with NCI Secured Intelligence.
He can be reached at mmorel@nci.ca. 
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West Kelowna’s New IS Department
Includes Laser Innovation in Strategy
By Wayne Klamut
District of West Kelowna, BC
A previous article on the District’s information technology startup was published in
Municipal Interface in March 2009. In
keeping with the theme of the original
article, the latest publication highlights the
municipality’s latest high-tech solution.
THE NEW DISTRICT of West Kelowna has
employed the latest in high-speed, datatransmission technology to link two of
its facilities.
The District of West Kelowna covers a
large area on the central west shore of
Okanagan Lake and, as a new municipality, the District has limited financial
resources, making it difficult to construct
a municipal hall to house all its services.

Wayne Klamut, left, head of information services for the District of West Kelowna, BC,
stands in front of a point-to-point wireless device that transmits data between buildings by
laser beams. It’s an innovative solution implemented by the District’s new IS team, from
left: Kevin Wang, GIS analyst; Colin Stratychuk and Dan Campbell, network systems
analysts, and Kyle Shelton, client support services.

The Municipality has been able to
overcome this challenge, however,
extending its corporate network to a
satellite building with the use of laser technology, which to
date has been used primarily by US military operating in
Afghanistan and Kuwait.

The District looked at various solutions before deciding
that a laser-beam device, supplied by Vancouver, BC-based
Fsona, was the best option. Providing a cost-effective
communications link between two municipal buildings,
the equipment is able to transmit data at one GBPS with
latency close to zero.

“It’s amazingly quick,” said one employee.
Another staff member enthused, “It runs like a rocket!”
With the continued support of a forward-thinking council
willing to take new technology risks, Information Services
staff is truly amazed at what the District has been able to
achieve since the department geared up just two years ago.

The devices transmit signals using a beam that is safe
to the human eye. The signal requires a direct line of sight,
which suited the District’s needs perfectly.

The Information Services Department opened its doors
at the District of West Kelowna in September 2008, with
one employee. At that time, the Municipality’s total staff
complement was 75 full-time employees. By the end of this
year, the District of West Kelowna will have grown to 150
full-time employees serving a population of almost 30,000.

The high-speed laser technology is being well received
by staff who needed to access data from the District’s network
at Municipal Hall, which is located 650 metres away from
their offices at the Operations Building.

Among the contingent of staff, the Information Services
Department has two network support analysts, one clientservices support person and a recently hired GIS analyst to
support the Municipality’s programs and services.
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Major milestones the IS Department has accomplished
over the past two years since the first MISA article was
published are:
1. Building the server room. To keep costs down, the room
was built to a minimum size to permit the installation of
four server racks and was designed to accommodate
future growth.
2. All information that was previously managed and stored
on the Regional District of Central Okanagan’s (RDCO)
equipment was transferred to new equipment, owned
by the District and supported by IS Department staff.
3. Implemented all District software using virtual server
software to reduce the footprint and number of servers
required to maintain municipal operations.
4. Implemented a storage-area network (SAN) for all
corporate information.
5. Installed a new intranet that all District staff use and
refer to on a daily basis.
6. Implemented a new District Web site (www.district
ofwestkelowna.ca) with contributions and support from
all departments, especially Corporate Services.
7. Installed a number of cameras in council chambers,
along with a basic sound system, to broadcast every
meeting of council live over the Web site. The following
day the council meeting is broken into agenda segments
so viewers can quickly reference particular items of interest.

Wayne Klamut aligns a laser-beam device transmitting data
between the District of West Kelowna’s Municipal Hall and an
identical device two-thirds of a kilometre away at the Operations
Building where the IS Department has offices.

8. Built an independent GIS system and plan to begin
implementation of a corporate document-management
system, linked to GIS, before the end of this year.

With the economy still in recovery mode, the District
endeavors to meet its growing needs in a cost-effective
manner, ensuring that it retains the means to build sufficient
reserve funds for future programs, services and infrastructure.

9. Networked the Municipal Hall to our other remote facilities using wide-area-network caching optimization software that permits use of low Internet bandwidth feeds.
Low-cost improvements the District was able to install in
the server room were:
• A new bus bar system for electrical connections to the
server racks so more circuits could be installed without
the need to hire an electrician.

The District is stretching its finite dollars to support new
sewer connections, road upgrades, new sidewalks, and
water and storm upgrades. Our Finance Department must
ensure that it maintains the fine balance between dollars
spent for basic requirements that are expected for a new
municipality, and the technology needs to support staff
and a growing community.

• Pre-wired patch panels mounted vertically in server racks,
colour-coded to identify the rack they are connected to.
This permits use of short-patch cords to improve cable
management and documentation and also keeps cable
management neat, enabling staff to easily trace any
cable routes as required.

Necessity breeds ingenuity, though. The District is proving
its resourcefulness, as is evident with purchases such as the
laser data-transfer technology. As the Municipality moves
forward, this thinking-outside-the-box mentality is sure to
manifest into more technology solutions in the future.

One of the minor setbacks encountered during setup
involved the vandalism of a main fibre-optic line, which
connected the District with RDCO, stalling the project by
four days.

Wayne Klamut is information services manager at the
District of West Kelowna and can be reached at
wayne.klamut@districtofwestkelowna.ca. 
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How Mature Is Your GIS?
Pervasiveness of Geographic Information Systems Viewed
As Measure of Effective Governance in Organizations
By Greg Duffy
Woodfield Consulting Inc.

more likely your return on investment continues to accrue.
There is also a sixth level of maturity to consider for the
future, as described later.

INFORMATION TECHNOLOGY CONSULTANTS often speak
about the “pervasiveness” or the “maturity” of enterprise
applications. Usually they are referring to systems such as
business Intelligence, resource planning (ERP), asset management and work management, and the extent to which
they are ready for action or execution. Regrettably we
don’t see the discussion about GIS as often.

Level 1: Unaware

This is troubling because GIS is in fact the best possible
foundation for all of these enterprise applications for organizations that deal with assets, work orders, customers and
other variables. GIS focuses on the importance of where
things are: what they do there, how they got there, who put
them there, and what their initial and residual values are.

When organizations such as municipalities were at this
level of GIS maturity, there wasn’t really any specific funding
– no line item for the geo-data intelligence program, for
example. There would likely not have been any regular
data feeds or clear criteria for data quality. Metadata was
likely unknown. The business model – if there was one –
was equal to the “over-the-counter” service scheme.
Priorities were based on loudness or next in line.

As such it is considered wise and effective to implement
GIS before attempting the other broad-based applications.
This was discussed in an article in the September 2008
issue of Municipal Interface, “GIS Seen as Primary Change
Agent for Municipal People and Systems.”
Given the importance of such a foundation, do you
know how mature your GIS is or should be? When you do,
tougher questions arise. What value accrues from that
level? And what should you do if the current level is not
satisfactory?
I propose that five levels could be used to assess GIS
maturity. This is based on the five levels suggested by
Gartner/IBM for performance-management maturity.
The GIS version is:
• Unaware
• Tactical
• Focused
• Strategic
• Pervasive.
To evaluate the maturity level of geospatial usage, let’s
use the assumption that the more mature your GIS, the

By this designation we mean that few are aware of the GIS
team’s existence or potential. Historically team members
were the mapping folks in engineering or planning, stereotypically in the building basement and famous (regrettably)
only for simply making those paper maps.

The GIS team reported to someone quite unfamiliar with
its abilities, and the team may even have been bounced
around in reorganizations just to balance headcounts. It
would have been unknown outside its immediate space
and focused narrowly on a departmental outlook. The
desktop geo-tools were many versions behind.
The team did not get out to conferences or any event
through which it might have improved its understanding
of where GIS for its sector or environment was going.
(We use the past tense here as surely no organization
is still in this mode.)

Level 2:Tactical
Still to be found these days but rapidly dwindling in numbers
are GIS teams with one business sponsor and maybe a
few added interdepartmental friends. They are limited
users who rely on a very few narrow data feeds with too
much data inconsistency. These teams, possibly only two
to three people, are essentially reactive, and they remain
severely underfunded.
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Their work program is not broadly
planned or funded, and any alignment with
higher corporate goals is by chance, not
design. Their software and other tools are
not current. Their funding is often equal to
last year’s, so in fact they are actually
falling behind.
They are hardly known across the enterprise and are rarely celebrated for their
successes. They can’t really grow organically, and their power for increasing corporate intelligence or preparedness cannot
be exploited. They have no champion.
Vacancies are filled within the division.
They don’t get out much, internally or externally. They are still in the basement.

funding. The director or manager will
attempt some high-level targeted education
and perhaps even industry-association
participation. This focused GIS group
can identify some specific users in other
departments, perhaps some key data
sharers and data users. ROI and other
paybacks are understood but not seen
as contributory.

Regrettably this team’s focus in effect locks
it in by glass walls and ceilings because
its ability to serve strategically may never
Greg Duffy of Woodfield Consulting
be known and may never be adequately
suggests that return-on-investment
championed. Team members do not attend
grows with GIS maturity.
local GIS events so they don’t know what
successes and challenges their peers are
Level 3: Focused
enjoying. They are moving from the basement next spring
but to the remote offices across town.
GIS becomes a more celebrated strategic asset when it
gets noticed as focusing on specific corporate needs, or
Level 4: Strategic
at least division needs, that propel the corporate mission.
As with all information technologies, GIS should be driIt needs to be seen as contributing to a greater good.
ven by business objectives. Therefore line-item investments
in data, equipment, software and expertise are required
annually. The GIS role at the strategic level becomes one
of official geo-data custodian, official process leader and
service bureau with a difference.

A pervasive GIS informs
the entire enterprise

The focused GIS team is now larger and better trained,
representing a combination of power users and task-oriented
users. The team leader or manager responsible is acutely
aware of the GIS potential and has success occasionally,
but there still is no really well known and respected champion
in the corporation.
The team may even have direct or dotted-line reports
across the hall in another shop or even across town. This
GIS team may be cooperating with brother and sister
agencies in the corporate family or with suppliers and
customers. It has a work plan of sorts, an annual program,
maybe even a portfolio of pending upgrade or expansion
projects to enable it to serve better and broader. The team
competes for funding in its division, and it wins often
enough to matter – but as catch-up, not staying current
or moving ahead.
This GIS team will be focused on several reliable data
feeds and maybe some identifiable corporate deliverable
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The creation of an application-and-software laboratory
of sorts may be part of a designation as a centre of excellence, and in more than name. This GIS function is growing
beyond a team. It has become a paradigm, a way of doing
business, a way of managing work and assets according
to “where” instead of just “what.” It is a strategy in itself.
This centre of excellence produces a high-quality standard
set of outputs as a form of business intelligence for dashboards to ensure executive and employee preparedness.
There is an enterprise framework, including governance
policies, funding formulae, staffing plans and terms under
which the geo-asset data can be used, by whom and for
what purpose.
This GIS group is consulted with to determine if or how
there is a “where” insight to be tapped for other seemingly
unrelated programs. The ERP system uploads geo-data. The
employees regularly get out to geo-events such as MISA,
GITA and URISA to be sure they know what is happening
and why.
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Geo-staff and their line clients meet regularly to help
each other. They are given training and education (yes,
there is a difference) in matters of planning, data and
open data, copyright and liability law, not to mention customer service and other public-facing skills.
The champion is a senior executive, well regarded
and with a keen sense of strategic value versus short-term
departmental costs. At least one municipal councillor uses
GIS services. The group will hold an annual International
GIS Day celebration at City Hall. They have moved to the
main administration building, across from the strategicplanning offices and the finance department.

Level 5: Pervasive
Defined as “occurring throughout,” this pervasive GIS team
sees its impact across the enterprise, reaching back to
suppliers and ahead to customers and citizens.

Their data is current, accurate and readily available
to employees of any skill level. Their monthly reports and
business-intelligence feeds are relied upon by managers
and executives to frame what happens in the “where”
context and to alert where key performance indicators
are headed.
Geo-based analytics are inserted in many processes
both intra and inter the many divisions of the organization.
The reported information and intelligence derived from the
GIS core is relayed and replayed in planning ahead, regulatory reviews and capital business cases where often there
are millions at stake.
This GIS team is trusted, well known and celebrated. Its
data is also trusted, and its metadata routines contribute to
the reliability. The spatial data under management is recognized and treated as a very valuable corporate asset. Its
data has become integrated with business data, redefining
or blurring what “our data” really means.
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This group has MOUs with its clients and reciprocal
information feeds, and its core data is usually updated in
the field to improve accuracy and timeliness. This GIS team
is a thought leader, while the business users across the
enterprise are data users, analysts and, yes, even traditional
map makers.
The corporate Web site has a number of geospatially
driven pages and search abilities because that is what best
practices are today – they are collaborative with the citizens
and employees alike.
It no longer matters where the GIS office is located,
even if in a refurbished basement. It does not matter any
more because the GIS isn’t central any more. It is pervasive.
The CAO is the champion with the CFO on the right and
the CIO on the left.
Actually, in the pervasive GIS world, the word “team”
doesn’t apply much. It is no longer just a dedicated gang

When Passwords Aren’t Enough.

of trained geo-techies located in only one spot serving
selected defined purposes.
Today the wiki nature of the GIS establishment in an
organization means everyone can participate as both user
and builder. Therefore everyone owns a piece, although
clearly some own bigger pieces or more recent pieces.
Leadership, not function, is key.

Sixth Level of Maturity
The above five terms for maturity in IT and now GIS are
somewhat dated. Today I suggest we add a sixth level to
recognize where our governments driven by citizens may
be heading – open.
We are not referring to open GIS or open standards,
but releasing information openly to our public.
In an open GIS maturity we have a new willingness,
hesitant perhaps, by governments to respond to the energetic
demands of citizens for access to information.
Every municipality is facing this challenge. Some are
welcoming it, and others are at a loss. The decision
process about releasing data used to be a categorical
“why,” which was then followed by “no” or “maybe”
and “eventually.”
Every level of government is becoming more willing to
think about being more open, be it about GIS in general,
GPS and navigation, geo-games on streets and forests,
and of course visually geo-connected regular people
wanting more.
The decision process is evolving fairly quickly to
“why not?,” followed by “OK” and “soon.”

An Ounce of Prevention is
Worth a Pound of Cure.
Ask us how.

Already in Toronto, Vancouver and Ottawa to name
only the obvious, mash-ups and useful apps are being
created in short time by users of newly open data, almost
all geo-based. In the next few years it may be common
for municipalities to also receive and use open data from
citizens and local action groups.
So ask the questions: How mature is your GIS? Are
you strategic or pervasive? If not, why not?
I hope you find the answers helpful.

Greg Duffy is president of Woodfield Consulting Inc. of
Oakville, an associate member of MISA Ontario. He can
be reached via woodfield@cogeco.ca.
Visit www.cryptocard.com/misa and qualify to win an iPad.
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Robert DeLorme contributed to this article and can be
reached at robert.delorme@dcs-inc.ca. 
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Overcoming the Perception Gap
A Top Priority for IT Security Leaders
By Lisa Walthers
CRYPTOCard Inc.
IN MANY ORGANIZATIONS, perceived security threats are
not readily understood by key decision makers. A very
small percentage of IT professionals believe it’s even worth
talking to the CEO about threats associated with a security
attack – yet a variety of ideas exist for improving security
perceptions and instituting security technologies that people
will understand and use.

High-Level Leadership
According to research from the Ponemon Institute
(www.ponemon.org), which conducts independent research
on privacy, data protection and information security policy,
as many as 62 per cent of IT professionals in the United
Kingdom believe the most valuable governance measure an
organization can undertake, with regard to data security,
is the appointment of a chief information security officer
(CISO) or other high-level security leader.
Maurice Gallant, chief information officer for the City
of Fredericton, NB, says this applies to municipalities in
Canada the same way. He admits that, without a high-level
IT security officer, key decision makers in a municipality
will poke holes around every step the IT department makes
simply due to a lack of education.
“Addressing a technology problem from only a technology perspective will only give you a technology solution,”
he continues.
Gallant suggests that the importance of a high-level IT
security officer is to bridge that gap between the IT department
and key decision makers through education, giving the
organization a central point of information about security.
Brandon Lau, team leader for data security at the
Regional Municipality of York, Ontario, agrees: “Security
needs to start at the senior management level.”
His view of bridging the perception gap begins with
complementing the business decisions of the municipality
as much as possible with the IT processes.

“Educating management in terms they understand,
dollars and cents, is just the beginning,” Lau says.
The difficult part, he states, is the cultural changes –
bridging the gap between those who understand security
and those who fear it.

The Business of Municipal Government
The continual emergence of new technology and increased
complexity of Web-based software mean that many organizations will continue to invest in end-point security products.
According to Gartner, global spending on security software
will exceed $16.5 billion (US) in 2010, up 11.3 per cent
from 2009.
Municipalities are increasingly regarded as businesses
that hold sensitive data. As Gallant notes, a municipal
enterprise is “a complex organization delivering a variety
of services to an array of customers, ranging from the
technology-phobic to the eager adopters of technology.”
This of course requires a huge investment in technology
on the part of the municipality, which can be a real challenge
financially. Lau stresses the importance of using taxpayer
money wisely, all the while remaining compliant with security,
municipal and privacy laws. He reminds us that the IT
department is there to protect the municipality’s assets and
ensure compliance. The role of IT security is to identify the
shortfalls and the risks in technology and advise on how to
mitigate those risks using the best security practices.

The Role of the CIO
Gallant, who is also president of MISA/ASIM Canada,
points out that the role of the municipal chief information
officer has evolved and includes security within its
broader mandate.
“Originally ‘CIO’ was just a title given to the IT
director, whereas now it has become a much more
strategic position, overseeing quality management and
organizational effectiveness as well as strategic leadership
in information systems.”
Gallant says that, as CIO of Fredericton, he focuses on
effective and efficient business processes – rather than
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hardware or software – consulting and advising the municipality as the co-inventor of solutions.

But for municipalities, passwords alone might not be
enough to comply with security and privacy laws.

Lau adds an additional challenge for the IT security
leader: “Being a people person.”

Some municipalities are turning to two-factor authentication
to comply with increasing security regulations. Two-factor
authentication typically is a signing-on process where a
person proves his/her identity with two of the three methods:
“something you know” (for example, a password or PIN),
“something you have” (for example, a smartcard or token), or
“something you are” (for example, fingerprint or iris scan).”

He says he remains close to York Region’s IT manager
of customer support, Darryl Blakely, because he’s the link
to the business departments and the services they provide
to residents.

Influencing Strategic Decisions
As C-level executives, CIOs or CISOs now have the power
to take security issues and solutions to a new level. Beginning
with education, key decision makers in a municipality
become privy to the IT department’s strategies and processes
in order to help make decisions affecting IT throughout
their region.
After bridging the perception gap, the next phase for
the IT department is to pave the way for the goals to be
met and continue to ensure that investments in IT, including
information security technologies, generate business value.
Gallant emphasizes education as the key to moving
forward: “The IT department and management need to
design solutions together.”
Due to the frequent lack of understanding between the
IT department and the key decision makers, it is often hard
for an organization to justify spending on security technology
and leadership until a breach occurs. But prevention is key
and likely to be cheaper than the cure.
Lau says York Region’s IT department strives to be
proactive rather than reactive, such as using a securityawareness campaign to educate users and tools to assist
in proactively monitoring security threats. This includes
an internal quarterly audit, initiated by the IT department,
which attempts to identify security weakness and remediation
of these weaknesses.

Authentication and Municipalities
Municipalities across the country are “battening down
the hatches.” Compliancy and privacy laws have made
it mandatory for municipalities to apply more appropriate
security measures in order to keep confidential information
safe and keep unauthorized users out.
IT capabilities can no longer be a black box. Security
has become dependent on identity and access management,
which Gartner describes as “enabling the right individuals
to access the right resources at the right times for the
right reasons.”
Passwords, digital certificates, smart cards and biometrics
can be used to prove the identity of a user to the network.
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Two-factor authentication solutions are designed to
ensure a safe environment for employees, customers and
partners working remotely as well as permitting organizations to conduct Web-based business securely.
Peter MacNeil, chief technology architect at the City of
Hamilton, Ontario, says municipal authentication solutions
need to promote openness and transparency, all the while
following legislation standards on security.
“The challenge,” he says, “is balancing the range
of security concerns. Remote access users need to be
controlled. We need to be aware of who we’re letting
in, and with what.”
In the event of a pandemic that would radically
increase the number of people accessing the network
remotely, MacNeil says, “I don’t know how you’d do it
quickly and efficiently without two-factor authentication.”

Full Circle
With the strong emergence of online services in the past
decade and an increase in government applications holding
critical information, data breaches continue to plague the
public sector. As part of its mandate to ensuring the effective
and efficient use of information technology, the municipal
IT department needs to take a holistic approach to IT
security issues.
Gallant’s view is: “In a typical municipal organization,
emphasis is placed on technology to enable a variety of
initiatives from tactical to strategic processes. Technology
should not be used for technology’s sake but rather to
facilitate business decisions and direction.”
To close the gap between the IT department and key
decision makers, we have to come full circle. No longer
is it acceptable to simply finance the IT department and
tell them to fix the problem or implement the system.
Gallant says: “Let’s do it together! Everyone has to
own the solution.”

Lisa Walthers is the North American marketing manager
for CRYPTOCard Inc. She can be reached at
lisa.walthers@cryptocard.com. 
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The City of Vernon and surrounding Regional District of North Okanagan offer natural beauty that inspires their
focus on sustainable futures.

MISA West
Conference
Puts IT at Heart
Of Sustainable
Communities
By Lawrence Moule
Co-editor, Municipal Interface

At the Allan Brooks Nature Centre on a hill overlooking Vernon, volunteer
guide Bob Tate, facing the camera at centre, speaks to delegates at the start
of a tour of the Grasslands Trail on the afternoon of Tuesday, September 14.

FOR SEVERAL YEARS now, MISA West conferences have
become increasingly value-oriented. The conference themes
and presentations have been fashioned with the intent of
saying something about the value of municipal information
technology. While there has been continuing tactical focus
on efficient project management and implementation of
new solutions, the conferences have been concerned with
articulating a higher purpose.
The 2010 conference in the City of Vernon, BC, on
September 14-17 might just have defined that purpose.
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At a minimum it confirmed and advanced the theme that
has been developing at successive conferences at MISA
West and MISA Prairies too – sustainability.
The theme of the Vernon conference was “Sustainable
Futures,” and it strongly related the goal of municipal
sustainability to the technologies that can make it possible,
as well as to the people who understand and direct those
technologies. With help from an inspirational keynote
speaker and sports hero, the conference positioned IT
as a champion of environmental and democratic values.
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Michael “Pinball” Clemons, five feet six inches tall, stands on a
chair to deliver an inspirational message to delegates during his
keynote speech on Wednesday, September 15.

In the Westbild Centre, half of the arena surface was devoted to the
trade show, overlaid on the ice surface. This was the first time at a MISA
West conference that an arena was used as the conference venue.

There were thematic reminders everywhere. The 353
delegates received reusable metal water bottles in their loot
bags and were asked to use them at the water coolers
instead of cups. Also in the bags were copies of a book by
keynote speaker Jay Ingram, host of the CTV television show
Daily Planet, entitled The Daily Planet Book of Cool Ideas;
Global Warming and What People Are Doing About It.
At meals in Vernon’s Westbild Centre, delegates used
wooden cutlery to eat from compostable plates made of
potato starch. Sponsor signs had labels that peeled off
so the sign boards can be used again next year. Only
a limited number of conference programs were printed,
and they were distributed on the circular tables in the
conference hall rather than individually to delegates, to
minimize the number of copies discarded afterwards.

Environmentally Sensitive Region
Conference co-chairs Wayne Ikesaka, manager of information services with the City of Vernon, and Chris Mazzotta,
manager of information services for the surrounding
Regional District of North Okanagan, said the conference
theme and character reflected trends in their community.
Vernon is situated among semi-desert hills, sage-coloured
and environmentally sensitive, with three lakes on its
borders and another 200 within a 50-kilometre radius.
“Both the City of Vernon and the Regional District are
being asked to cut back everywhere we can, economically
and on power consumption,” Ikesaka said. “Business units
are trying to figure out how they can be more sustainable,
and they need IT to monitor and analyze programs, and
come up with suggestions or products that can reduce their
carbon footprint.

“This has brought IT more to the forefront in helping to
find solutions to these issues.”
Mazzotta noted that North Okanagan, like many smaller
municipalities represented at the conference, has been
motivated to install power-saving technologies both by the
desire to be green and the need to stretch its resources.
His two-person IT department has to support 135 users
spread over 14 sites.
“Our computers are 95 per cent thin clients; I’m down
to eight PCs,” Mazzotta said. “Each thin client is a
terminal with a video card and a network card in it,
and that’s it. It uses 55 watts of power, compared with
a desktop computer that can use up to 400 watts.
“I’m running eight servers from a cluster of three
VMware servers to reduce power. We’re switching to
electronic agendas for council meetings. Our agenda
print runs used to have 600 pages; now we just give
out PDF files. All of this helps the taxpayer.”
Beyond such material solutions, the Vernon/North
Okanagan conference team extended its sustainability
theme to encompass the retention of staff, long-term
planning of enterprise products and emerging corporate
directions and practices.
The dominant topic that emerged, though, was open data.
More conference sessions focused on open data and
related Gov 2.0 issues than any other topic. The opening
presentation by Devin Serink, Web analyst with the City of
Edmonton, described the development of the IT branch’s
open-data catalogue (see “City of Edmonton Finds That
Open Data Leads to Expanded Services for Citizens” in
the March 2010 issue of Municipal Interface) and ended
up winning the 2010 Spirit of Innovation Award based on
delegates’ evaluations of municipal presentations.
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Serink was followed immediately by Jessica Maple,
applications analyst with the City of Nanaimo, who
described how the publication of open data is not merely
a practice but the centre of a series of governance principles for her city (see page 11).
The conference demonstrated the remarkable speed
with which open data is becoming accepted in municipal
operations. It was only in October 2007 that the District
of Columbia launched the first open-government data
catalogue.
In May 2009, the US government launched
www.data.gov, and the City of Vancouver Council passed
a resolution directing that City data be made readily
accessible on the Web in user-friendly formats.
In June 2009, Nanaimo launched the first Canadian
open-data catalogue, followed in September by Vancouver
and in November by Edmonton and Toronto. Now, only a
year-and-a-half after open data began to be promoted, the
MISA West 2010 conference clearly treated it – and the
larger concept of Gov 2.0, the adoption of Web 2.0
collaboration tools for use by government – as mainstream
for municipalities.

Municipal Leadership
“If you are not at least trying to educate yourself about
what this community of practice is about and what is happening on a daily basis, you could fall behind,” declared
Jury Konga, principal of eGovFutures Group of Oakville,
Ontario, and chair of MISA Ontario’s Gov 2.0 Committee.
“Things are moving very quickly.”
Konga’s session pointed out how governments around
the world are initiating Gov 2.0 projects to engage
citizens. In Canada municipalities are clearly in the lead,
since neither the federal government nor any province has
an open-data policy. But Konga described a new development that might prove influential.
On September 1, privacy commissioners from the federal
and all provincial and territorial governments issued a joint
news release calling on their respective governments to
demonstrate their commitment to a culture of openness
(www.oic-ci.gc.ca).

Dave Wallace, CIO of the City of Toronto, said much
the same thing in his presentation about transparency and
citizen engagement. Toronto views Gov 2.0 technologies
as important to achieving a service transformation through
a “citizen inward” approach to programs. The strategy is
referred to as the enabled city, or eCity.
“Gov 2.0 helps the city enhance its capabilities, to
become more sustainable, reach out to its clients better
than ever before, and make government relevant to the
citizens, particularly young people,” Wallace said.

Value Concepts
Later as a participant in a CIO panel with Shari Wallace
of Vancouver and Chris Moore of Edmonton on the final
morning of the conference, Wallace brought the value
concepts of Gov 2.0 home to the IT department.
“To me, open government is an absolutely critical
strategy for any municipality,” he said. “And I think IT is in
a unique position to be the shared services provider and
strategic partner with the program departments as they
reach out in new ways with a citizen-inward view of services.”
Moore noted that the sharing of open data encourages
application developers in the community to create Web
2.0 services, often for free. Edmonton ran an “Apps for
Edmonton” competition during the summer to encourage
developers to use its open data. The winning application
called Diner Inspect combined restaurant health-inspection
reports with GIS data to advise residents on the location of
approved restaurants.
”People are taking the data, creating applications, and
pushing out information on a more regular basis, becoming
really an extension of the IT branch,” Moore said. “I think
this creates a whole different sustainability model.”
Further perspectives on sustainability came from vendors.
They, too, are promoting their services and products based
on this value.

It was in this context of good governance, even more
than environmental stewardship, that most speakers talked
about sustainability and the IT department’s role in supporting
Gov 2.0, open data and related collaborative technologies
such as social media and cloud computing.

In a presentation on cloud computing, Robin Querin,
senior solutions architect with Bell Canada, described the
rapid growth during the past two years of Internet-sourced
software, hardware and network capacity. He said cloud
computing opens up significant opportunities for collaboration and sharing of resources among municipal departments
and between municipal enterprises. It reduces the use of
energy and other resources, offers universal participation
and open sourcing, and enables provisioning and metering
of services on demand rather than investment in systems
built for maximum capacity.

“From a sustainability point of view, open data is
foundational,” Konga asserted.

“Sustainability shares fundamentally the same value set
that the cloud does,” Querin suggested.

They issued five resolutions, the first one stating:
“The commissioners endorse and promote open government
as a means to enhance transparency and accountability,
which are essential features of good governance and
critical elements of an effective and robust democracy.”
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Delegates in the Westbild Centre listen to Kelly Blunden of the Resort
Municipality of Whistler describing the IT department’s Olympic experience.
Devin Serink, left, Web analyst with the City
of Edmonton, accepts the Spirit of Innovation
Award for the city’s open-data initiative from
Chris McLuckie of the District of North
Cowichan, chair of the awards committee.

Above, conference co-chairs Chris Mazzotta, left, of the
Regional District of the North Okanagan, and Wayne
Ikesaka of the City of Vernon.
Right, keynote speaker Jay Ingram of Daily Planet.

Mike Palmer of the City of Langford, above
left, and Kevin Peacock of the City of
Saskatoon visit Mandi Sellers in the ComTech Learning Solutions booth.
Below, enjoying the annual banquet are,
from left: Barb Catto, City of Parksville;
Garry Bezruki, City of Waterloo; Jury
Konga, eGovFutures Group; Steve Stinson,
City of Nanaimo.

Members of a Friday panel on implementing strategic plans are, from left,: Robin
Wishart, Port Coquitlam; David Nelson, North Vancouver; Frank Mayhood, Kamloops;
Rick Adams, Coquitlam; moderator Aneita, Strauss, MYRA Systems.

Sabina Visser of the City of Lethbridge, left, chats with
Shari Wallace of the City of Vancouver.
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Below, Johnny Bagpipe entertains
after the annual banquet.
Second below, lawyer Marli Rusen
discusses how to address
workplace conflict effectively.

At the Trend Micro booth, Terry Johal, left, greets
Yves Bernard and Eva Harding of the City of
Courtenay, BC.

Delegates enjoy the Casino Royale event in the
Kalamalka Lake room at the Westbild Centre after
the annual banquet.

Ashley Fruechting of Vision Internet receives a visit in
the trade show from John Carnell, left, and Rick Fedrigo
of the District of North Saanich.

Robin Querin of Bell
Business Markets speaks
about cloud computing.

Conference co-chair Wayne Ikesaka gets
drenched in the flush tank at the Wednesday
night Tailgate Party. Delegates released the shower
by hitting a target with balls purchased to support
the Vernon Jubilee Hospital Tower of Care.

Garry Broeckling of the District of Squamish, centre, talks to the team at the D-Link booth, from left:
Randal Lyon of Protocol Technologies; Kimberly
Donald and Daniel Snell of D-Link Canada Inc.;
Dodd Pellant of TLD Computers.

Gerry Matte, left, a
past president of
MISA BC and retired
IT manager of the
District of Saanich,
receives a Lifetime
Membership award
from David
Hennigan, MISA BC’s
current president.
Above right, the CIO panel: from left, Chris Moore, Edmonton; Shari Wallace, Vancouver; Dave Wallace, Toronto.
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Similarly in the 55-booth trade show – the largest ever
presented at a MISA West conference – vendors of products
from computers and printers to telecom solutions and document-management systems stressed how their offerings
could contribute to sustainability goals.
GIS products were included too. Allison Rowles represented Global CADD Systems in the trade show and also
participated in the day-long series of sessions on Friday for
the GIS Users Group, a tradition at MISA West conferences.
She said delegates were keenly interested in the value of
3D GIS software.
“Model-based design is the way design is going,” Rowles
explained. “When you’re sharing data with the public, it’s
a fantastic way to provide high-impact presentations and
show your constituents exactly what your vision is.
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“If you’re modelling your environment, it’s much easier
to figure out what is a good path, what has the least environmental impact, how you are going to manage things like
brown-field mediation,” Rowles continued. “With a 3D
model you can visualize it all first, so you don’t have to
keep redoing and redoing to the same degree.”
Of all the various messages delivered at the conference
about sustainability and the value of IT, the most emotional
came from keynote speaker Michael “Pinball” Clemons.
He’s the holder of the pro football record for most yards
carried in a season, a Grey-Cup-winning coach and now
vice chair of the Toronto Argonauts.
Clemons entranced the MISA West delegates, striding
among them, standing on chairs, engaging them one on one,
leading them in call-and-response and calling them “more
than heroes” for their part in sustaining their communities.

Conference Sponsors and Exhibitors
Sponsors
Platinum

Exhibitors

4th Utility Inc.
Acer America Corporation
Bell
Acrodex Inc.
Oracle Public Sector
Action/BMS
Gold
Avaya Canada
SAP Canada/openbusiness process
Barracuda Networks
Silver
Bell
Autodesk
Camcadd Reproductions and
Compugen Inc.
Engineering Supplies Ltd.
ESRI Canada
Compugen Inc.
Fujitsu Consulting (Canada) Inc.
Com-Tech Learning Solutions
IBM Canada
D-Link Canada Inc.
Kaspersky Lab
Digital Boundary Group
Kronos
Digital Payment Technologies
Microserve
ESRI Canada Inc.
Rogers
Fortinet Canada
Softchoice
Fujitsu Consulting (Canada) Inc.
TELUS
Gartner
Glenbriar Technologies Inc.
Sponsors
Global CADD Systems Corp.
Cisco
IMAGINiT Technologies
Dell Canada
Integrated Cadastral Information
Hewlett-Packard (Canada) Co.
Society
Integrated Cadastral Information
Integrated
Mapping Technologies
Society
iON
Secured
Networks
Trend Micro
IPS
JFC Solutions

Kaspersky Lab
Kronos
Laserfiche
MDT Technical Services Inc.
Matthews/File-it-Solutions
Mitel Networks
Municipal Software Corporation
MYRA Systems Corp.
Océ-Canada Inc.
Open Text
OPUS Consulting Group
OSIsoft Canada
Pacific Alliance Technologies
Panasonic Canada
Prima Computer Solutions
Research in Motion
Rogers
SAP Canada
Scalar Decisions
Secure Links
TELUS Communications Company
Texthelp Systems Ltd.
Trend Micro
Turning Technologies Canada
UNIT4 Business Software
Vision Internet
Western Principles Inc.
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Photo by Tasha Mazzotta

Conference organizing team members are,
from left: front row, Tom Lenarcic,
Barbara Davey, Beverly Vandall, Keley Low,
Joanne Henry, Krista Wright, Wayne Ikesaka,
Betty Beck, Barond Donker.
Back row: Mike Treller, Chris McLuckie,
Kris Satchell, Chris Mazzotta, Jim Grant,
Chad Pieper, Bill Grant, Chris Thompson.
Not shown: Barb Sheppard,
Guillermo Ferrero, Per Kristensen.

Speaking of his three daughters, Clemons said: “My girls
depend on you. What you do matters. The quality of life they
will experience will be based on what you do today.”
Inspirational as Clemons’ message was, some delegates
felt a little uncomfortable when he urged them to be leaders
in initiating sustainability policies because politicians
“don’t get it.”
The consensus view of IT at the heart of sustainability
was probably summed up best by Shari Wallace, director
of IT strategy, planning, business relationships and projects
for the City of Vancouver.
In an interview after her presentation on Vancouver’s IT
shared-services model, Wallace noted that one of the City’s
goals is to be carbon neutral by 2012. The role of IT, she
said, is to support and implement this and other policies
created by the business units and elected officials, rather
than to try to initiate policies.
“We have to work out ways to deliver IT that work for
the business and are value-driven and as cost-effective as
possible,” Wallace said. “We make sure that every piece
of technology we put in aligns with one of our business
strategies, including to be as green as we can as a city.”

Spirit of Innovation
Though the “Sustainability Futures” theme dominated the
MISA West conference, it featured many high-quality
presentations on other topics. Among them:
• The Sprit of Innovation presentations that opened the
conference included descriptions of advances by the
City of Airdrie, Metro Vancouver, the Resort
Municipality of Whistler, the District of West Vancouver
and the City of Surrey. Particularly interesting was the
presentation by Rick Adams of the City of Coquitlam
on the success of QNet, Canada’s first publicly owned
dark-optical fibre-leasing company.
• Labour relations lawyer Marli Rusen gave a spirited talk
entitled, “Is There a Virus in Your IT Department?” that
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offered advice to managers on how to address workplace conflicts and meet their growing legal obligations.
• A team from the Regional Municipality of Wood Buffalo
and SAP described how a new ERP system will have a
pervasive impact on the Region’s governance.

Warm Over Cold
Of course this MISA West conference was also a warm
human event, despite being set on top of an ice rink in the
Westbild Centre arena.
Smiles and laughter greeted performances by Jay
Ingram, who presented highlights and bloopers from the
Daily Planet show, and comedian and virtuoso Johnny
Bagpipes. Golf and nature tours were popular on the
opening afternoon; the Wednesday night Tailgate Party
featured a “flush tank” where MISA luminaries were
dunked; and a Casino Royale event gave delegates a
chance to challenge Wayne Ikesaka’s two teenagers at
playing Mario Kart.
Proceeds from several of the events went to support the
Vernon Jubilee Hospital Tower of Care – almost $12,000
in total!
Delegates praised the outstanding companion program
organized by Vernon’s Krista Wright. Hospitality suites
were lively, and there was a memorable late-night party
in room 216 of the Prestige Inn, hosted by Wayne Berezan
of OPUS Consulting Group and featuring songs, guitars,
Berezan’s dobro, alumni from Les Misa-Rabbles band and,
rumor has it, some quantity of rum.
The experience was a delight to visiting delegate Garry
Bezruki of the City of Waterloo, president of MISA Ontario.
“The people are extremely friendly, open, warm and
welcoming,” Bezruki enthused. “This is my first time at the
MISA West conference, and I was taken into the fold and
treated just as if I was one of their members.”
The next not-to-be-missed MISA West Fall Conference
will take place in September 2011 in the community of
Sidney on the southern tip of Vancouver Island. 
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Municipal News
Across Canada

Edmonton Conference Introduces
Real-Time Collaboration Across Oceans
THE CITY of Edmonton was host for an
intercontinental conference in October
that featured municipal IT leaders and
application developers consulting each
other on three continents.
The Beyond 2010 Edmonton conference took place October 20-21 at
the Delta Edmonton South hotel.
Simultaneous conferences took place
in Birmingham, England and Seoul,
South Korea.
The conferences connected with
each other during teleconference ses-

sions called “Follow the Sun.” At prescribed times, speakers from Edmonton
joined in live discussions with those
from Birmingham or Seoul to share
perspectives on future opportunities
presented by digital technologies.

a group called Girl Geeks Edmonton.
They organized a 24-hour “hackathon”
– an event that brings together coders,
programmers and others to work collaboratively on one project – among
people in the three cities.

The Edmonton portion of the tri-conference was organized by a City of
Edmonton team led by co-chairs Mary
Pat Barry, branch manager of corporate
communications, and Chris Moore, CIO.

Using social media, the hackathon
participants developed ideas for applications usable with mobile devices
to provide emergency-preparedness
guidelines and to locate muster points
during disasters.

The most notable advance of the
conference, however, was achieved by

Four Canadian Communities Vying
For 2011 Intelligent Community Title
FOUR CANADIAN communities are
among the Smart21 Communities of
2011 announced October 21 by the
Intelligent Community Forum (ICF).
Quebec City, Winnipeg and the
Ontario communities of Stratford and
Windsor-Essex were selected in the
first stage of ICF's annual Intelligent
Community Awards cycle.
The Top Seven Intelligent
Communities of the Year will be
selected from among the 21 in
January 2011. The cycle will
conclude in New York City on June 3
during ICF’s annual Building the
Broadband Economy Summit
(www.icfsummit.com), where one of
the Top Seven will succeed Suwon,

South Korea, as Intelligent Community
of the Year 2011.
Windsor-Essex is on the Top 21 list
for the second year in a row. Also on
the 2010 list were Ottawa and
Moncton, New Brunswick.
Each year the ICF, a New Yorkbased think tank, defines a theme for
the Intelligent Community of the Year
competition. The 2011 theme is
“Health in the Intelligent Community.”
ICF co-founder Louis Zacharilla said
the Smart21 Communities of 2011
have shown innovative approaches to
the delivery of better care as well as
an increase in productivity and elimination of unnecessary costs. 

Chief organizers Brittney LeBlanc
and Shauna McConechy of the Girl
Geeks said they believe that their
event was the world’s first international
hackathon.
The City of Edmonton will assist the
group to develop a template for one or
more applications that developers in
any municipality could use for free to
drop in their own data sets and codes
and create unique applications applying to their communities.
During the conference, speakers
drawn from Canada, the US, South
America and Europe presented ideas
on how civic governments can better
harness emerging technology, public
information and social-media systems
to engage municipal residents.
Presentation summaries can be
found at http://beyond2010edmonton.com/about/Summary. Visitors can
link to participants’ tweets and webcasts of sessions. 
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City of Cambridge’s Intelligence Systems
Monitor Infrastructure Assets in Real Time
THE CITY OF CAMBRIDGE, ONTARIO, has introduced new
intelligence systems for infrastructure management that will
help municipal workers monitor infrastructure projects
across the city in real time.
“We are the first city in Canada that we know of to
achieve a higher level of instrumentaion, integration and
intelligence applied to infrastructure management,” says
Mike Hausser, director of asset management and support
services for the southwestern Ontario city of 126,000.
“We are connecting multiple technologies and multiple
business practices and analytics all together at the same time.”
Cambridge held a news conference September 8 to
introduce its new systems, which were implemented with
financial support of $978,700 from the federal government’s
Gas Tax Fund. The City spent about $703,000 on the
project, including training, work-management systems and
GIS technology development.
Cambridge also presented a webinar about its systems
on October 13 in partnership with its suppliers IBM
Canada and Info-Tech Research Group. A video of the
webinar can be viewed at www.smartest-it.ca/webinars.htm.

The City is using IBM Maximo software implemented by
partners Createch and Info-Tech to help manage its intelligent
infrastructure, facilities and equipment for several key
municipal services. These include operations and maintenance of water mains, sewer systems, drainage networks,
roads and sidewalks, and staff deployment for winter
storms, inflow monitoring, pipe inspection through closedcircuit television and traffic volume monitoring.
“There’s a wealth of information on roads, wastewater,
water and other key infrastructure elements that exist in
many forms throughout the city,” Mayor Doug Craig told
the news conference.
“The new system brings together a variety of data to
enhance management processes of our more than 250,000
infrastructure assets valued at $1.2 billion. This system also
includes new mobile applications in the field with real-time
updating, which result in savings for the community.”
The technology is used mainly by Transportation and
Public Works staff. Road inspectors have tablets installed in
their vehicles that tell them which roads need to be inspected
and when the inspections should take place.
There’s a bicycle equipped with GIS technology, which
travels across the city’s 640 km of sidewalks each year.
The bike records data such as date, time and conditions,
which is then processed by analytics software to create
work orders organized by type and geography.
The pipeline condition assessment process records data
using digital-closed-circuit television robots that crawl
through water and sewer systems.
The Maximo software automatically generates work
orders according to criteria for the optimal use of resources
and also collects data that will help over the long term to
eliminate Cambridge’s infrastructure deficit, Hausser told
Municipal Interface.

At a news conference September 8, Chris Mallon, left, senior brand
executive with IBM, Gary Goodyear, federal minister of state for
science and technology, and Doug Craig, mayor of Cambridge,
check out the mobile devices used to monitor City street assets.
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“We used to send crews out with asphalt in a truck to
patch potholes,” he explained. “They would drive into an
area and look for potholes and fix them as they found them.
“But now we are only deploying crews when there are
things that actually need to be done in specific areas.” 
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City of Brampton Wins GTEC Gold Medal
A PROGRAM that transformed service
delivery has won a major national
award for the City of Brampton,
Ontario.
Brampton took home from the
GTEC 2010 conference a Gold Medal
and Distinction Award in the Municipal
Government category for its Citizen
Services Platform (CSP) Program.
Alber Hanna, CSP program manager, and Prasanna Gunasekera, CSP
project manager with the IT Division,
accepted the award and medal for
Brampton at the GTEC Distinction

Awards Gala Event in Ottawa on
October 4.
Aligning with “customer service” as
a council priority, the CSP team created
new Web 2.0 infrastructure and applications. They led a transformation of
communication, training and business
processes across all City departments
for new internal and public portals. In
December 2009, Brampton introduced
its service-oriented public portal,
www.brampton.ca, with more than
750,000 unique content items and
gained an unprecedented 500-per-cent

usage increase from the previous site,
CIO Rob Meikle reports.
GTEC 2010 was held at the
Westin Hotel in downtown Ottawa on
October 4-7 with a theme of “High
Performance Government.” The City of
Edmonton was the showcase municipality and demonstrated its open-data
initiatives in the technology exhibition.
CIO Chris Moore brought to the
conference the young application
developers who entered the Apps 4
Edmonton competition (http://contest.
appsforedmonton.ca) during the summer,
including the winner, Mitch Ronquillo. 

Niagara Region, Town of Milton
Win Showcase Ontario Awards
NIAGARA REGION and the Town of Milton have been recognized by Showcase Ontario for excellence in public-service
initiatives and in forging partnerships to achieve goals.
The municipalities received awards September 21 at the
Metro Toronto Convention Centre during the 12th annual
Showcase Ontario, the largest public-sector information and
IT education event in Canada.
Niagara Region received the Diamond Award in the
“Working Together” category. Working in partnership with
the Niagara Region Public Health department, the IT
Solutions team designed a software system that enhanced
the delivery of mass immunization programs, processing
clients up to 40 per cent faster than before. During the
H1N1 pandemic, this software was adopted by the Ministry
of Health and Long-Term Care and 29 other health units
across the province.
The Town of Milton received a Merit Award in the Green
Technology category for its project called Municipal Suite –
E-bids and Tenders. Milton worked with a consultant to
develop a vendor self-service application to handle the
growing number of requests for proposals, quotations and
tenders. It has reduced paper usage while increasing the
number of competitors submitting bids to the Town. 
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Governance Issues
By Roy Wiseman
Chief Information Officer
Regional Municipality of Peel, Ontario

AT THE END of the most recent Joint Councils’ meetings
held in Whitehorse in September, the municipal delegates
got together to share experiences and discuss how we can
participate more effectively in these forums.
As background, the Joint Councils consist of two
bodies: of the Public Sector CIO Council (PSCIOC), formed
in 1998, and the Public Sector Service Delivery Council
(PSSDC), formed in 2000. Initially, each council included
representatives from the Government of Canada and from
all provinces and territories.
For PSCIOC, the representatives are the government
CIOs or equivalent. For PSSDC, they are the heads of
the service-delivery organizations (for example, Service
Canada, Service Ontario) or the departments with a lead
role in direct service delivery to the public.
The mission of PSCIOC is “to enable enhanced service
to the Canadian public through collaboration across governments and demonstrated leadership in the management
of information and technology.” For PSSDC, the mandate is
to “share information, develop partnerships, and facilitate
potential solutions that can be used to improve public
sector service delivery.”

First Providers
Since both missions focus on improving delivery of government services to Canadians through collaboration across
governments (for example, through initiatives such as BizPaL
or the Seniors Portal), it was recognized that achieving this
mission requires active municipal participation. In fact, one
can argue that municipalities deliver more direct services to
Canadians than do any other level of government.
With the support of champions from other levels of
government, including Michelle D’Auray (Government of
Canada), Scott Campbell (Ontario) and Lori McMullen
(New Brunswick), municipalities were granted a “seat
at the table.” Municipal representation has since been
expanded to three members at each Council, with representation at PSCIOC and PSSDC coordinated through
MISA/ASIM Canada and MSDO (Municipal Service
Delivery Officials) respectively.
In carrying out their work, the Joint Councils have created
a number of subcommittees: Security, Privacy, Identity
Management, Service Mapping, Information Management,
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One-Stop Service Delivery, Service to Business and Research.
Many subcommittees include municipal representation.
Where there is a gap, it has generally been because
we have not been able to find municipal representatives
willing or able to make the required commitment.

Institute for Citizen Centred Service
At about the same time, the Institute for Citizen Centred
Service (ICCS) was created, again with a mission to
“promote high levels of satisfaction with public sector
service delivery.”
ICCS supports the Joint Councils in two primary areas:
• Providing secretariat support to both councils, acting as
both the “corporate memory” and coordinating activity
between meetings. This includes entering into contracts
on behalf of the councils or their subcommittees.
• Undertaking research in areas determined as priorities by
the Joint Councils Research Committee. ICCS is perhaps
best known for its work in measuring citizen and business
satisfaction with government service through the national
Citizens First and Taking Care of Business research,
as well as the Common Measurements Tool, which
has been used successfully by governments (including
municipalities) across Canada.
This research and associated methodology has been so
successful that ICCS has built up a strong international
following, licensing Canadian-developed tools and
approaches. More recently, ICCS has incorporated
the findings from its research into a program of service
management training and certification that is in the
early stages of being offered to governments.
Like the Joint Councils, the ICCS Board of Directors
includes representatives from all three orders of government
in Canada, including two municipal representatives – one
each from the CIO (MISA/ASIM) and service delivery
(MSDO) communities.

Municipal Participation at the Councils
As indicated by the above, municipalities have been
successful in achieving representation on these national
forums. Being represented, however, is not the same as
having an equal or effective voice.
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In our discussions at Whitehorse, the municipal delegates
shared their frustration at repeated references to F/P/T
(federal/provincial/territorial) initiatives or concerns, with
municipalities being mentioned as an afterthought, if at all.
There were also examples of initiatives where municipalities
have been excluded.

Rather than increasing our number of representatives
(as initially recommended in the draft MISA/ASIM Canada
strategic plan), perhaps we should be reducing them. Each
representative incurs additional costs for the representative
association. Perhaps these funds could be used more
effectively in other ways.

For instance, the governments of Canada and Nova
Scotia have been integrating services around life events,
starting with “birth” – with no involvement from Nova
Scotia municipalities. Similarly, renewed initiatives
involving services to seniors and the next generation of
BizPaL/service to business seem to have been proceeding
without municipal involvement.

But we also reflected that perhaps our reduced level of
participation was partly self-inflicted. Perhaps we are not
being as effective as we can in identifying municipal concerns
that can be addressed through the forum that the councils
provide – or in ensuring the appropriate level and quality
of municipal participation in the councils and subcommittees
in areas where there is genuine municipal interest.

To some extent, this has arisen due to the formation of
yet one more new group, the Deputy Ministers for Service
Delivery. As implied by the title, this group does not include
municipal representation, although one of its priorities was
to “engage municipalities.” As the deputy ministers’ priorities
have been increasingly influencing the integrated servicedelivery agenda, there has been an understandable tendency
at PSSDC (whose members generally report to the deputies)
to focus on areas of most interest to the deputies -- which
means less emphasis on municipal involvement.

We must also learn to speak up more consistently to
remind the representatives of other governments of municipal
concerns and the opportunities arising from municipal participation. This must be done appropriately and selectively,
recognizing that not all issues will benefit from strong
municipal involvement. Nevertheless, some will – and
some opportunities will be missed if we don’t speak up.

Another factor may be contributing to reducing the
importance of municipal participation on the Joint Councils.
The councils were formed in the heady days of Government
Online (GOL) and the creation of integrated service-delivery
organizations by almost all governments: Service Canada,
Service New Brunswick, 3-1-1 at the municipal level.
The focus, at the time, was on improving service to
citizens, within each jurisdiction but also seamless service
across governments. Initiatives such as BizPaL and the
Seniors Portal arose from this vision.
But as governments came under increasing fiscal pressure,
the emphasis shifted from improving service to controlling
or reducing costs. As a result, discussions moved from
collaborative initiatives to sharing experiences in areas
such as shared services, application rationalization, IT
consolidation or channel management (moving citizens to
the less expensive online channels). In this context, municipalities have less to offer to other governments, who might
see the experiences of their F/P/T colleagues as more
comparable or relevant to their own situation.

The Way Forward
Reflecting on this situation, the municipal delegates discussed
whether municipalities (through MISA/ASIM Canada and
MSDO) should continue to incur the costs and individual
commitment to participate in these forums, where our
participation was often being overlooked or ignored.

As we discussed taking on a stronger role, we were
forced to acknowledge that when we have done so, we are
rarely, if ever, made to feel that our participation is unwelcome. In fact, some representatives from other governments
have gone out of their way to encourage our continued
active involvement, recognizing the opportunities that this
may provide. If we are sometimes overlooked, it is because
we are not part of their normal frame of reference, rather
than a deliberate snub.

Effective Communication
On another front, the municipal representatives committed
to using Municipal Interface more effectively to communicate
the issues being discussed at the councils, with a focus on
their relevance to municipalities.
Equally, we can use Interface and other means (including
our Web sites) to solicit municipal input on these issues, as
well as municipal delegates willing to represent us on the
subcommittees. We also committed that the municipal delegates would meet in advance of the Joint Councils’ meetings
to discuss municipal concerns and priorities in relation to the
upcoming agenda – and, in fact, to propose items of concern
to municipalities that should be included on the agenda.
In this regard, the agendas are established by the
co-chairs of each council, which currently includes a
federal and F/P/T representative. A third (municipal)
co-chair for each council could substantially increase our
influence during agenda development.
Finally, municipal participation is particularly strong
within ICCS and the Research Committee. Municipalities
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are recognized as an increasingly important market for
the ICCS services and can provide hundreds of potential
test beds for proposed research initiatives.

subcommittees – rather than relying, as we have in
the past, on the commitment of individuals or their
respective municipalities.

Where to Start

Municipalities should also continue to press for interjurisdictional initiatives, which will genuinely improve
service to Canadians, as the councils’ mandate implies.
We all understand that the need to reduce or control
costs will remain paramount in the coming years, but
we can also do much more to improve seamless service
delivery. Many such initiatives will also reduce costs by
eliminating duplication.

Municipalities have been given a unique opportunity to
participate in a national forum of a type that is often
limited to F/P/T representatives. We should not throw
this away too quickly, just because we are feeling a
bit under-valued.
Our short-term direction should be to strengthen the
quality of our participation in the councils. Rather than
increasing our numbers, we should ensure more consistent
and active participation, including better planning, coordination and communication about municipal priorities.
This implies commitments from MISA/ASIM Canada
and MSDO to support, both financially and otherwise,
our municipal representatives at the councils and their

Active municipal participation in the various “life
events” and revived service to business and seniors
initiatives will be a good place to start.

roy.wiseman@peelregion.ca 

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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National and Member Executives
National Officers

MISA BC

MISA Atlantic

PRESIDENT
Maurice Gallant, City of Fredericton
506-460-2830
maurice.gallant@fredericton.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
Kathryn Bulko, City of Toronto
416-397-9921
kbulko@toronto.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)
garry.bezruki@waterloo.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 Whitchurch-Stouffville
905-640-1910 x 285
daniel.munns@townofws.ca

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

Réseau de
l’Informatique
Municipale du
Québec (RIMQ)
PRESIDENT
Gaston Huot, Villes de Boucherville,
Brossard, Saint-Bruno et Saint-Lambert
450-923-6362
gaston.huot@ville.brossard.qc.ca
VICE PRESIDENT
Jean-Guy Renaud, Ville de Terrebonne
450-471-8265 x 1312
jeanguy.renaud@ville.terrebonne.qc.ca
SECRETARY-TREASURER
Michel Hurteau, Ville de Sorel-Tracy
450-780-5600 x 5714
michel.hurteau@ville.sorel-tracy.qc.ca

www.rimq.com

COUNSEL
Lou Milrad, Miller Thomson LLP
416-595-7926 (fax 595-8695)
lmilrad@millerthomson.com

www.misa.on.ca
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