MUNICIPAL

Interface

MAY 2011

Featured in This Issue: The Accessibility Imperative
• Open-Government Workshop a Success in Mississauga

• A Citizen’s View of the Importance of Social Media

• Accessibility a Growing Issue for IT Departments

• Lethbridge Enhances Citizen Accessibility on Web Site

• City of Ottawa Reviews Ontario Accessibility Rules

• Fredericton Firefighters Gain Better Access to Records

Municipal Interface
CANADA

National Professional Journal of MISA/ASIM Canada
M AY 2 0 11 , V O L . 1 8 , N O 3

Open Government Era Is Here

Delegates consult during MISA Ontario’s
first-ever workshop on open government in
Mississauga in April. See page 11.
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MISA events in three provinces
Kickstart innovative approaches
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Looking for Survey Plans?
We’ve got them!
Teranet and Land
Survey Records
now have survey
plan images
available through
GeoWarehouse.ca

Plans mapped
to PIN!

Great news! Teranet and
Land Survey Records have
created an indexed listing
of survey plan images to
PIN. As a GeoWarehouse
user, you’ll be proactively
notiﬁed that survey plan
images are available for a property. A quick
search shows the list of plans, and allows for
layering of the associated PINS on the map.

Teranet Enterprises Inc.
gwsales@teranet.ca
416 643 1144
Land Survey Records Inc.
info@landsurveyrecords.com
1 888 809 5513

Automatic
Notiﬁcation!

Actual online images are in colour.

Property tools that
make you the expert.
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Keeping in Touch
MISA/ASIM News
Across Canada
By Maurice Gallant
President, MISA/ASIM Canada

THE DREAM of MISA/ASIM Canada – to build a strong
national organization able to meet and support the needs of
our membership – has been around for many years. Lately we
seem to be making significant progress in achieving that vision.
I have had the honour of serving as president of MISA/
ASIM Canada for 11 months already. Where has the time
gone? We seem to be getting busier and busier – did something change? I’ll bet the answer is yes. I believe MISA/
ASIM Canada can help.
When I started working in the field of information technology (a few years ago, now!), what we were called upon
to do was pretty clear. Customers wanted better service
delivery, and organizations realized that acquiring computers would help automate routine work in the office setting.
A computer, word processor, spreadsheet software, a
couple of floppy disks and you were on your way. Those of
us who, for some reason, were able to learn the eight or
10 DOS commands would soon earn the responsibility of
implementing these gadgets into the work force. Empowered
with these new tools, staff were now able to offer a more
consistent level of service to customers. Errors were fewer,
rework was rarer, processing was faster, and accuracy was
much, much better.
Soon we had the audacity to start connecting these
machines together. This web of wires and traffic controllers
let information move from machine to machine, and these
machines could now share peripherals such as printers.

Adding to the Tool Set
Another level of change started taking place. Slowly but surely,
we became responsible for adding business applications to
our organization’s tool set. Corporate business systems soon
became the only means of managing money, human resources,
assets acquisition and lifecycle management.
Today, it seems that everyone is connected to everything, all
the time. In short, organizations have changed dramatically.
In the meantime a few things have changed at home
too – from vinyl to 8-track to cassette to CD to computer to
IPOD/Blackberry ... from theatres to drive-ins to BETAMAX
to VHS to DVD to computer to IPOD/Blackberry ... from
bank to ABM to ATM to computer to IPOD/Blackberry ... and
from store to catalogue to computer to IPOD/Blackberry.
We have changed, and our customers have changed
too. They want everything, any time, any place, their way!
As change professionals, we somehow need to manage
this change, so that just the right amount of change, in just
the right way, happens at just the right time.
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Keeping the National
Dream Alive
“So what does all this have to do with MISA/ASIM
Canada?,” you ask. Given the responsibilities we have
inherited, is it any wonder we need a strong, national
professional association? Many of us have craved a strong
network of peers so we can share with each other, learn
from each other, lobby on behalf of each other and collaborate. We need to build consensus and take action on issues
of national or pan-Canadian interest.
Along with many of my peers, I continue to have big
hopes and dreams for MISA/ASIM Canada. We want to
do so many things! In preparation for this year’s AGM in
Niagara-on-the-Lake on May 17, I am happy to note some
significant accomplishments, and I am eager to participate
in taking our organization to the next level.

Strategy and Sustainability
Here are examples of our accomplishments as an organization this year:
• Developed and began implementation of our 2010/2011
strategic plan and sustainability plan
• Assigned clear roles and responsibilities to our board
• Strengthened the linkages between MISA/ASIM Canada
and regional chapters
• Strengthened the relationship with FCM and GTEC
• Consolidated our participation and dialogue with our
peers in provincial, federal and territorial jurisdictions
(PSCIOC)
• Organized and soon will deliver, on May 18, our inaugural
Municipal CIO Council Summit (please see page 7).
With that done, I believe we need to continue looking
for and delivering new ways to be of direct value to our
members. Most of all, I believe that by working together
we can help transform how our customers see us, how
industry sees us, and how we see ourselves and our role
in our respective organizations.
The role of municipal IT leaders now is to add strategic
value to internal business processes while helping to design,
support, and maintain innovative service delivery channels
to our always changing customers – and doing it on their
terms. MISA/ASIM Canada, working hand-in-glove with its
five regional member organizations across the country, can
help us meet these challenges head on.
maurice.gallant@fredericton.ca 
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MISA Ontario Conference Planners
Promise Delegates a Unique Experience
By Harriet McLoughlin
Region of Peel, Ontario
AS MISA ONTARIO prepares to take
IT to new heights on June 5-8 in
Mississauga, its flight crew is offering a
few new special features at this year’s
annual event as well as learning and
networking opportunities.
The MISA Ontario Annual Conference and Tradeshow will be held at the
International Centre in Mississauga.
While planning keynote presentations,
educational forums, workshops and
product demonstrations, the conference
team has kept in mind that delegates
are extremely techno-savvy.
“Your conference experience will be
unlike anything you have experienced
before,” says Adam Hughes, conference
chair. “We will concentrate on the
issues, decisions and actions necessary
in making the right IT investments to
improve your bottom line and productivity, and increase client satisfaction.
You will come away smarter, more
connected and better able to assess the
issues and challenges.”
Five keynote presentations from
well respected IT professionals are
specifically tailored to MISA delegates
as they focus on the opportunities that
the digital age creates.
As a new offering on the flight plan
this year, all delegates and exhibitors
are invited to participate in the Best
Booth Competition. On Monday, June
6 and Tuesday, June 7 from 7:30 a.m.
to 4:30 p.m., conference delegates
are asked to rate exhibitor booths to
determine the 2011 winner of the Best

Booth Contest. The winning booth will
be announced by the 2012 conference
organizing committee during the Tuesday
black-tie awards gala. The winning
team will receive the Distinguished
Award of Honour.
Throughout the conference, attendees
can interact with 90 technology leaders
on the tradeshow floor, representing
companies of all sizes from across
North America that provide products
and services to IT professionals and
businesses. Take advantage of one-on-one
meetings with vendors to discuss how
to make use of their services while
comparing, evaluating, and validating
your own tactics and approaches.

Four Workshop Streams
Delegates will have the option of
attending workshops in the following
four streams on June 6-7:
• Government 2.0: Cleared for Takeoff
– Features workshops highlighting
current municipal uses (and security
concerns) of social media, including
Ontario case studies. The open-data
movement – the provision of downloadable data to the public -- will
also be part of this stream.
• In the Clouds: Cloud Computing -Covers the basics of cloud computing
as well as specific municipal case
studies. Prioritizing and enabling
simultaneous and secure transmissions
of private data and public Internet
traffic are becoming increasingly
important to municipalities. What
are the privacy concerns regarding
cloud computing? Are you prepared?

• Sky’s the Limit: Business Improvement
-- Highlights business-process
improvement through technology
and business transformation.
• This Is Your Captain Speaking:
Business Management -- Presents
non-technical issues of interest to
CIOs, IT directors and managers.
We will concentrate on the issues,
decisions and actions necessary
in making the right IT investments
that can improve your bottom line
and productivity and increase client
satisfaction.
Wednesday’s focus will turn to products, services and determining the ideal
balance between cost, risk and growth.
The conference will also offer High
Flight – extended educational and
training sessions as well as technologygadget showcases designed to increase
awareness of evolving technologies;
and Pilot Forums – open facilitated
roundtable discussions that provide a
forum for participants to share knowledge, experience and best practices on
a variety of issues.
MISA Ontario 2011 will be a
conference where IT and business
professionals can network among
peers, discuss strategies and opportunities, and stay on top of emerging
technologies and industry trends.
For more information please visit
misa2011.ca
Harriet McLoughlin, event specialist
with the Region of Peel, can be reached
at Harriet.McLoughlin@peelregion.ca. 
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MISA/ASIM Canada Gets Executive Help
In Advance of First MCIO Council Summit
ON THE EVE of its first national summit,
MISA/ASIM Canada has recruited one
of its founders to serve as executive
director in implementing its strategic plan.

year to help implement the strategic
plan agreed to in 2010, President
Maurice Gallant announced at the end
of April.

products and services to serve the
interests of all members without hindering the value of membership within the
regional organizations.

Roy Wiseman, CIO of the Region of
Peel, Ontario and founding secretary
of MISA/ASIM Canada in 2006, has
been appointed by the board for one

The part-time position will be on
a volunteer basis, with a mandate to
work with the five member associations
within the national body to develop

Wiseman’s appointment comes just
in time for MISA/ASIM Canada to
gain maximum leverage from its first
one-day conference, being held May
18 in Niagara-on-the-Lake, Ontario
after the conclusion of the Lac Carling
Congress.

MISA Atlantic Meeting Achieves
Agreement on Mandate, Values
By Maurice Gallant
Secretary, MISA Atlantic
IT LEADERS FROM Atlantic Canada
met March 17 in Fredericton for their
first 2011 MISA Atlantic meeting and
agreed on the association’s mandate
and value proposition.
Present were representatives from
Moncton (Dan Babineau), Saint John
(Brian Woods), Halifax (Brad Anguish),
Edmundston (Louise Duguay) and
myself from Fredericton.
It is fair to say that MISA Atlantic
has been an ad hoc affair since its
beginnings in 1998. Changes in
municipal IT staff and competing priorities have made it difficult to sustain
momentum. With small IT teams and
limited resources, jurisdictions have
been held back from participating
fully in the chapter’s development.
Nevertheless, those who met in
March agreed to collaborate and
move MISA Atlantic to the next level.
Another meeting is planned for October,

and the possibility of a conference is
being explored for later in the year.
The following points included in
the chapter’s value proposition were
endorsed by all present:
• Power in numbers
• Influence is significant
• We can help each other
• Invent once, use many times
• Share resources.
In discussing the chapter mandate,
delegates agreed that MISA Atlantic
will be a united voice on issues of common regional interest as well as issues
of common national and international
interest through MISA/ASIM Canada.
Chapter members will collaborate
on procurement and development,
share best practices, and take advantage of MISA/ASIM Canada products
and events across the country.
Maurice Gallant, CIO of the City
of Fredericton, can be reached at
maurice.gallant@fredericton.ca. 

The first Municipal CIO Council Summit will be an opportunity for municipal
IT leaders to exchange ideas, collaborate,
and develop innovative strategies to
address challenging issues.
The summit will have facilitated
discussions on the following five topics:
• Positioning IT in the organization
• Enterprise architecture
• Competing for resources
• Role of the IT leader
• Collaboration and shared services.
Cost to attend the event, including
breakfast, lunch and two refreshment
breaks, is $200 plus tax.
MISA/ASIM Canada’s Annual General Meeting will take place May 17
in the Lac Carling venue, the Queen’s
Landing Inn in Niagara-on-the-Lake.
Municipal delegates to Lac Carling
will have the opportunity to attend the
AGM and a dinner Tuesday evening,
stay an extra night at the Queen’s
Landing Inn, and attend the summit the
following day. The cost of this package
will be $500 plus tax.
To register for the summit please
visit www.misa-aim.ca. 
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MISA BC Spring Conference Examines
Challenges of Open Data, Social Media
THIS YEAR’S MISA BC spring conference
was held in Nanaimo on two gloriously
sunny days in late April. The main
theme was open data, with a sprinkling
of social media and identity management in the mix.
Day One started with Jury Konga
of eGovFutures Group delivering a
presentation on the current and future
state of open data. This far-reaching
presentation gave the context of open
data within the open-government movement, examined the current state of
open data in Canada, introduced the
efforts to create a framework for governance and information-management
best practices, and gave us a glimpse
of the future. This presentation is available at http://slideshare.net/jkonga/.
We then moved on to a trio of presentations on social media. First, David
Hume, executive director of citizen
engagement for the Province of British
Columbia, discussed his department’s
efforts to manage the use of social media
in the government, outlining the Province’s trust-based, employee social-media guidelines and the techniques being
used to encourage and train staff to use
social media for citizen engagement.
Second, Janis La Couvée gave us
a citizen’s view of how government
should be using social media (see more
on page 18). Finally, Megan Noakes
provided an enthusiastic case study on
the use of social media at the City of
Nanaimo, driving home the point that
local government’s use of social media
is unique to the culture of the organization and the local area. The only way to

8

find your organization’s voice is to start
early, go slow, and be ready to adapt.
At the end of the first day, April 28,
the more than 70 attendees and their
companions were treated to a great
networking opportunity at the Vancouver
Island Conference Centre. Dinner was
served to a musical backdrop provided
by a jazz trio of recent graduates from
Vancouver Island University – while
watching the Canucks fight for the
Stanley Cup on a big screen!
Day Two was kicked off by Ian
Bailey, executive director, Architecture
and Standards Branch of the
Office of the British
Columbia CIO. He
provided a fascinating look into
the challenges of
providing a robust
and secure means
of identifying
citizens in person
and online, while
ensuring that their
expectations of
privacy are upheld.

This topic ran the gamut of technology
– two-factor physical authentication,
near-field communications, distributed
user-centric claims-based architecture,
and methods of using technology to
improve privacy.
David Eaves delivered an inspiring
keynote, exhorting local government
to use open data not just as a way of
providing information but as a strategic
resource to improve operational
efficiencies and enhance services to
the public. He touched on new statistics
for judging the success of open-data
initiatives through external applications

Photos by Cameron Scott

By Jason Birch
MISA BC Communications Chair

At top, Guillermo Ferrero of the City of Nanaimo welcomes delegates to the Vancouver
Island Conference Centre. Above, a scene from Nanaimo’s hackathon April 30.
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and analysis, internal use and reduced lock-in to proprietary
systems. Slides are available at http://slideshare.net/
david_a_eaves.
Next, Kevin Bowers of the City of Vancouver discussed
how open data entered his organization as a disruptive
force. Although the City of Vancouver has been able to
deliver innovative open-data services, it encountered many
challenges and hurdles. These include issues such
as program governance, organizational priority, skills
development, and resourcing as well as community
relationship building and licensing.
Stephen Gordon, IT manager at Saanich, and Sean
McCaffrey, previously program manager at the City of
Ottawa, took the podium next to talk about Open Saanich.
They examined open government from a different direction:
to succeed, you need to be open in project involvement and
implementation, not just in communications and data delivery.
By dedicating the resources required for successful partnerships with other agencies, Saanich is committed to taking

advantage of the true potential of enhanced service delivery
through the collaboration that open government offers.
For the final presentation, Herb Lainchbury of OpenDataBC
punctured the mystique of open-data hackathons. From
explaining the choice of the word “hackathon” to a compelling
description of poutine as the original mashup to lessons learned
on how to successfully run an open-data hackathon, Lainchbury
provided both justification and recipe for local governments
wanting to hold their own open-data hackathons.
Carrying on with the open-data enthusiasm after the
conference, the City of Nanaimo was host for an OpenDataBC Hackathon in the same room the following day.
Twenty-five people attended: community activists, coders,
business owners, open-data enthusiasts, a teacher and a
geo-modeller. The participants worked on several applications and data mashups. A complete report is available at
www.opendatabc.ca.
Jason Birch, senior applications analyst at Nanaimo, can be
reached at Jason.Birch@nanaimo.ca. 

Town of Sidney Prepares for Fall Conference
By Linda Hunter
Town of Sidney, BC
THIS SEPTEMBER, MISA BC invites you
to picturesque Sidney-by-the-Sea, the
host town for the 2011 Fall Conference.
Located on the southern tip of Vancouver
Island, this pedestrian-friendly town – a
bustling seaside community alive with
culture and entertainment – is proud
to welcome MISA delegates, vendors,
sponsors and guests for what promises
to be a very “sociable” event.
Social networking and social media
radically influence today’s way of
doing business. They are here to stay,
and understanding their role in our
municipal world is vital to a successful
future as the new workforce embraces
social-networking tools as part of its
working culture.
Municipal governments need to
learn how to navigate this new world,

and this year’s conference promises to
address just that. We hope to introduce
the idea of becoming a thought leader,
engage in educational conversations,
and teach the new rules of engagement
so that everyone leaves empowered.
Join us September 20-23 at the
Mary Winspear Centre, located within
minutes of the Victoria International
Airport and the BC Ferry Terminal at
Swartz Bay. This 30,000-square-foot
venue boasts modern meeting and
convention facilities including a gallery
reception hall, large theatre, comfortable
meeting rooms and a spacious trade
show area.
This year promises to be bigger and
better than ever with inspirational and
informative keynote speakers Stephen
Jagger and Shane Gibson, exciting
workshop presenters, expanded trade
show hours, and an array of unique
networking opportunities and interesting
breakout and training sessions.

Our conference welcome reception
takes place where it all began millions
of years ago – in the ocean. Get
social with our oceanic friends at the
inspirational Ocean Discovery Centre.
Witness a MISA first: a concert with
the rock band Trooper, and step back
in time with a gala banquet dinner in
the company of one of our first areas of
social networking – aviation.
Don’t miss this opportunity to
immerse yourself in this sociable world
we now live in; we promise you an
interesting and memorable conference
experience.
Registration is now open; please
visit us for more information at
www.misa2011.com.
See you in September!
Linda Hunter, event planner for the
MISA BC 2011 Fall Conference, can be
reached at linda.hunter@shaw.ca. 
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Delegates at MISA Ontario’s workshop on open government take part in roundtable discussions on the afternoon of April 14.

Open Government Event a Crowd-Pleaser
MISA Ontario workshop explores new ways to present information
BY ALL ACCOUNTS, a workshop on open government
presented by MISA Ontario’s Central Region was an
outstanding success, with more than 70 participants and
many requests for “more of the same.”
The workshop, entitled “Today’s Open Government -- A
New Approach to Public Service,” was held April 14 at the
BraeBen Golf Club in Mississauga. It was coordinated by
Nigel Roberts, MISA Ontario Central Region director, who
looked after the logistics while Jury Konga, chair of MISA
Ontario’s Gov 2.0 Special Interest Group, provided the
program content.
The program was designed to reflect the dramatic
changes seen during the past two years in the evolution of
open government, open data and open technologies. The
workshop provided a current-state assessment together with
case studies in open data and Gov 2.0/Web 2.0 technologies

and their roles in public service delivery. Attendees participated in discussions about the challenges and opportunities
in moving toward the open government model.
The day featured two different components: presentations
and a panel discussion in the morning, while the afternoon
began with an “ignite” talk followed by an “unconference”
of delegate-defined roundtable discussions.
The morning program started off with a presentation by
Konga entitled “Open Government – Renewed Focus on
Citizens and Service” (available at www.slideshare.net/
jkonga). It examined the key elements of citizen engagement, open data, collaboration and innovation.
Konga, principal of eGov Futures Group, said that there
is much opportunity for governments to improve. Using the
themes of “Embrace Open Government,” “Engage and
Empower Citizens,” “Accelerate Open-Data Initiatives” and
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“Collaborate Now and Often,” he urged municipal IT
leaders to make innovation the default in their organizations
and empower staff to engage it.

The presentation also shared Negara Region’s strategy
and success stories in using social media to inform, engage,
and educate residents.

The City of Toronto’s chief information officer, Dave
Wallace, continued the morning program with a presentation
on how Toronto has made use of data to make its government
more open and transparent.

The morning concluded with a spirited open-government
panel involving Roy Wiseman, CIO of Peel Region; Mike Lund,
manager of strategic communications with Halton Region; Brian
Beamish, assistant commissioner of the Office of the Information and Privacy Commissioner of Ontario; and Trish Garner,
manager of Web strategy for the City of Toronto.

The presentation looked at Toronto’s strategy for
harnessing the power of new technologies to improve
capacities for customer service and service delivery,
promote open, accessible and transparent government,
and encourage citizen engagement.
Wallace noted that the Information and Technology
Division is working in partnership with the City Clerk’s
Office and City divisions to support this open government
approach. He described how Toronto is transforming into
an “e-City” (enabled City) through a citizen-centric focus,
open-data strategy, improvements in services and processes,
and improved governance.

Social Media Solutions
The final presentation of the morning, entitled the “Social Media
Revolution,” was presented by Connie McCutcheon, manager
of eGovernment and cloud solutions for Niagara Region.
McCutcheon provided examples of the value of Web 2.0
technologies in local government: crisis communications related
to a diesel spill in Lake Erie; public feedback and engagement
on the Sustainable Niagara Project and online budget consultation, and information and education on H1N1.

The afternoon began with a bang – actually, it was
an “ignite” presentation, which is a rapid-fire five-minute
presentation of 20 slides, one every 15 seconds! The ignite
– presented by Nik Garkusha, “head of open sourcery”
at Microsoft Canada – can be found at www.port25.
ca/2011/04/18/a-step-closer-to-open-gov.
The five minutes went quickly and included insights into
open-data communities and what motivates them; examples
of projects that typically are tackled by open-data hackers;
and ideas on how governments can fuel and harness the
passion and innovation that open-data communities offer.
This was followed by the “unconference” portion of the
workshop, which was facilitated by Konga. There were three
45-minute roundtable discussions for the participants.
The first discussion focused on questions intended to be
raised at the Lac Carling Congress and inaugural Municipal
CIO Council Summit taking place in mid-May.
The final two sessions featured questions
asked by participants on a first-come-firstserved basis. Examples of the questions from
delegates grouped at eight tables included
“Who owns open government?” and “What
are the best data formats for open data?.”

Photos by Jury Konga

The discussions were summarized at the end
of the day by each group spokesperson. Results
of the recorded notes will be made available in
the Members Only section of the MISA Ontario
Web site, www.misa.on.ca, in the Gov 2.0
Special Interest Group (SIG) folder.

City of Toronto CIO Dave Wallace delivers a presentation on his department’s use
of open data to encourage citizen engagement.
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The success of the workshop was anticipated
when it sold out weeks before the event. Plans
are being considered to take the workshop
on a “roadshow” with the same format being
delivered in Eastern Ontario, Northern Ontario
and possibly Southwestern Ontario. For further
information, please contact Jury Konga of the
Gov 2.0 SIG, jkonga@sympatico.ca. 

Speed Service Delivery, Reduce Costs,
Exceed Citizen Expectations
0EKER´WWSPYXMSRWJSV7IVZMGI)\TIVMIRGI1EREKIQIRXWXVIEQPMRI
XLIWIVZMGIHIPMZIV]JYRGXMSRWSJKSZIVRQIRXIREFPMRKMQTVSZIH
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WIGXSVSVKERM^EXMSRWERHLEZIEPVIEH]FIIRWIPIGXIHF]PSGEP
KSZIVRQIRXSVKERM^EXMSRWEVSYRHXLI[SVPH

Challenges
•

Increasing demand
for services

•

Reduced budgets

•

Evolving population

;LIXLIVJEGIXSJEGIF]HMEPMRKSZIVXLI[IFZMEIQEMP
QSFMPIOMSWOSVSXLIVIZSPZMRKWSGMEPQIHMEGLERRIPW0EKER
WSPYXMSRWWYTTSVXIJ½GMIRXWIVZMGIHIPMZIV]

Multi-channel access to services
– now and into the future

Visit Lagan, a Division of Kana at MISA Ontario
2011, booth 912 to ﬁnd out how cities including
Toronto, Vancouver, Brisbane, San Francisco
and Boston are delivering excellent citizen
service at reduced cost.

www.lagan.com

contact us at info@lagan.com
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Accessibility for All Is a Growing Issue
For Municipal IT Departments
Compiled by Municipal Interface

A Federal Court judge in Toronto ruled that
the government must deliver key Web sites in a
useable format for blind and partially-sighted
AS MUNICIPAL IT DEPARTMENTS plan for the future they will need to take
Canadians and gave the government 15 months
into account the technological requirements of making online information
to make its sites accessible to visually impaired
and services accessible to all Canadians, including those with visual
users. A good description of the case can be
impairments or other disabilities.
found at www.bakerlaw.ca/content/jodhanThis trend is national as well as international. It has reached the
wins-landmark-case-against-federal-governmentmunicipal level in Ontario as a result of provincial legislation (please
fix-inaccessible-websites.
see the following article), and there is every reason to believe that
all Canadian municipalities will be required to take accessibility legislation
Treasury Board Secretariat announced in
into account when designing and implementing their service
January 2011 that it will appeal the decision but
infrastructure in coming years.
nevertheless said the government is committed
to providing accessible online information and
The following is a compilation of Web sources useful for municipal
services to Canadians.
IT leaders to consult for an understanding of accessibility issues.

Federal Sites

International Sites

The federal government has a series of standards called the Common
Look and Feel Standards for the Internet, published by the Treasury
Board of Canada Secretariat. The Standard on the Accessibility,
Interoperability and Usability of Web Sites can be found at
www.tbs-sct.gc.ca/clf2-nsi2/clfs-nnsi/clfs-nnsi-2-eng.asp.

Canada has thus joined numerous other countries
– such as the United States, Australia and EU
member states – that have already made their
federal Web sites accessible.

The principles underlying that standard are outlined as follows:
“Canadians have the right to obtain information and services from
Government of Canada Web sites regardless of the technologies they
use. The key to effective implementation of universal accessibility lies in
designing sites to serve the widest possible audience and the broadest
possible range of hardware and software platforms, from adaptive
technologies to emerging technologies.
“For many Canadians, accessing Web content is more complicated
than clicking a mouse and typing on a keyboard. Some Canadians
rely on adaptive technologies such as text readers, audio players and
voice-activated devices to overcome the barriers presented by standard
Internet technologies. Others may be limited by their own technology.”
The site states that the federal standard is directed toward ensuring
equitable access to all content on Government of Canada Web sites
and is based in part on The World Wide Web Consortium’s Web
Accessibility Initiative (see below).
A milestone in the development of Canadian accessibility standards
was set November 29, 2010, when the Federal Court of Canada
released a landmark decision concerning the right of Canadians with
disabilities to access government Web sites.
The case was launched in 2006 by Donna Jodhan of Toronto, a
special needs consultant who was legally blind at the time (she has since
had corrective surgery) and sued the federal government because she
was unable to apply online for a government job.
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A key influencer has been the World Wide
Web Consortium’s Web Accessibility Initiative
(WAI). It has published guidelines that explain
how to make Web content accessible to people
with disabilities. They are widely regarded as the
international standard for Web accessibility.
There are 12 guidelines, organized under four
principles: perceivable, operable, understandable
and robust. They can be found together with
implementation tools at http://www.w3.org/WAI/.
Another key international guideline is the
Convention on the Rights of Persons with
Disabilities and its Optional Protocol, adopted
in 2006 by the United Nations.
The convention defines broad categories of
persons with disabilities and reaffirms that all
persons with all types of disabilities must enjoy
all human rights and fundamental freedoms.
Canada ratified the convention in March 2010
(http://news.gc.ca/web/article-eng.do?nid=
517849). A full description of the convention
and analysis of its implications can be found at
www.un.org/disabilities/default.asp?id=150. 
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A Municipal IT Department’s Perspective
On Ontario’s Accessibility Legislation
By Jann MacDonald
City of Ottawa
DRAFT STANDARDS recently released by the Province of
Ontario herald an emerging technology challenge for
municipal IT departments – accessibility. These draft
standards, which apply to all organizations in the province,
set out guidance for identifying, removing, and preventing
barriers to accessibility.

The City of Ottawa Information Technology Service (ITS)
department worked with MISA Ontario to ensure a coordinated response regarding the impact of only the Information
and Communications standard. In this newer iteration of the
three integrated standards, however, Ottawa with all of its
departments, including the ITS department, was invited to
review all three standards in their entirety.
In 2005 the City of Ottawa created an Accessibility Office,
which leads a cross-departmental Accessibility Working
Group with representation from every department in the City.

Ontario has been developing accessibility standards
To deliver useful feedback to the Province, each department
since the Accessibility for Ontarians with Disabilities Act
including ITS conducted an in-depth review focusing on
was passed in June 2005. This made Ontario the first
assessing the key elements of these draft standards, including
jurisdiction in Canada to develop, implement, and enforce
mandatory accessibility standards
applicable to both the private and public
Implementation Timeline
sectors. The legislation is designed to
Activity
Year
achieve the worthwhile goal of creating
an accessible province by 2025.
2nd review of draft legislation
2011
In the most recent iteration of its
implementation plans, the Province has
merged three standards into one integrated
standard, which is scheduled to come
into effect July 1, 2011. This standard
encompasses the former Information and
Communications, Employment and Transportation standards.

July 1st, 2011 legislation becomes law.
2012

Emergency procedures, plans or public safety information
documented; individual accommodation plans must be made
accessible.

2013

Establish accessibility policies, plans and annual progress status
reports and post in accessible formats on their Web site.
Incorporate accessibility criteria and features when procuring or
acquiring goods, services or facilities (for example, hardware,
software, consulting services, self-serve kiosks).

Feedback from Ottawa and
MISA Ontario
Before the Information and Communication standard was merged, the Ontario
government conducted public hearings
in various jurisdictions to solicit feedback
on the proposed regulations. The City of
Ottawa participated in the hearings.
Subsequently, the Province invited
affected organizations to provide
comments and suggestions regarding
the draft standards. Comments were
submitted by individual municipalities
and supporting municipal organizations
such as MISA Ontario.

2014

New Internet Web sites and Web content must meet Web Content
Accessibility Guidelines (WCAG) 2.0, Level A; applies to Web
content published on a Web site after January1, 2012.
Web content published on a Web site must be WCAG 2.0,
Level A compliant.
Training requirements (IT likely to be involved in automating
tracking for compliancy)
Employment standards – recruitment, assessment or selection
process (any staffing will need to meet this requirement)

2015

Accessible formats and communication supports

2021

All Internet Web sites and Web content must conform to
WCAG 2.0, Level AA.

15
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the depiction and scope of accessible formats, communication
supports, Web content, accessible criteria and features, and
the potential impact of each.
These reviews have made it abundantly clear that almost
all service areas will be significantly affected and underlined
the need for considerable investments over the coming decade.
Municipal IT departments across the province will be most
significantly, but not exclusively, affected by the Information
and Communication standard. More than likely they will also
be called upon to provide the tools to support compliance
across the corporation for the Employment and Transportation standards.
While compliance dates are staggered, the Province will
implement each standard one year in advance, demonstrating
that compliance is possible and providing an opportunity for
others to learn from its experiences. This also affords municipalities more time to implement new technology and procedures in preparation for their deadlines.

A high-level implementation timeline is shown on page
15, identifying when various components of the regulation
related to technology departments come into effect for large
designated public sector organizations (defined as public
sector organizations with 50 or more employees). In
all cases, compliance is effective as of January 1 of the
calendar year.
Beyond timelines, the largest impact of the legislation on
the City’s IT department relates to accessible Web sites and
Web content.
Municipalities with more than 50 employees will be
required to ensure that, by January 1, 2014, all new Web
sites and the content on those sites conform to Web Content
Accessibility Guidelines - WCAG 2.0 Level A. By January
1, 2021, all Web sites and content must conform to WCAG
2.0 Level AA.

Impact and Concerns
This will have a twofold impact.
One, there will be an education or training process
required with content owners and authors to ensure that
they, and/or the outside providers they hire to create content, understand the requirement and follow the guideline.
To assist with this, the City of Ottawa has created a
framework that currently meets both Level A and Level AA
compliance. The requirement for all content to conform by
2021 brings with it different implications.
Presumably a majority of the content will have been
refreshed by that time but, if organizations provide links
to older content, those too will need to be compliant. The
result may be that municipalities will limit the information
they post. If an organization decides to post the information,
conversion costs could be quite high.
Another concern to the City of Ottawa is the interpretation
of the regulations and their definitions as laid out by the
Province. As part of our feedback, we have requested clarification on a number of definitions. Some of these include
third-party applications, procurements, timelines and expectations surrounding open provision of datasets.
The first clarification requested by the City’s Accessibility
Office pertains to the language regarding accessible formats
of business applications. The City of Ottawa, like most municipalities, uses a third-party booking and registration application in its Parks and Recreation Department. This application
is presented to the public on the www.Ottawa.ca site.
According to the Information and Communication
Section, the City is obliged to make this service accessible.
Since the City does not own the code for this application,
however, we need to consider whether altering or changing
the code would void the warranty, which according to other
parts of draft legislation would mean the City is not responsible for making this service accessible.
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The definition of business applications versus Web applications requires more detail to better define if, and when, an
organization is responsible for third-party applications.
The second clarification requested pertains to the procurement or acquisition of goods, services or facilities related
to the clause “accessibility criteria and features.”
Clarification of the definition of “practicable” and criteria
to determine “practicability” is necessary to assist municipalities to comply successfully. The potential scope of this clause
and its effects on municipalities could be large. Specific to
ITS are the potential effects when contracting for consulting
services, or even purchasing hardware and software.
The accessible formats and communications supports’
requirement is also likely to present challenges to municipalities. For the most part, the City of Ottawa agrees with the
proposed timeline for ensuring that all information not currently
available on an accessible Web site would be made available
upon request in an alternate format by January 1, 2015.
Nevertheless we have requested guidelines for accessible
format requests for building and/or land-use plans, maps and
similar visual resources since these requests could be very difficult to accommodate. It should be noted that the same rules
for access to information apply, whether accessible or not.
Essentially, if you can access the information on the Web,
it will be made available in an accessible format. If you
cannot access the information because of MFIPPA or other
legislation, this still holds true. Other questions raised under
this section of the proposed legislation are related to the
City of Ottawa’s recent open-data initiative, which aims to
provide all of its data sets to the public. We have requested
clarification from the Province about its expectations and
recommendations to make these data sets accessible.

No New Funding
Finally, there is the issue of funding these standards, particularly since the Province has indicated that no new funding
sources will be provided to assist in the implementation. In
some cases, if retroactive changes to systems or processes
are required, lack of funding and tight timelines could present significant challenges that are not yet accounted for or
even well understood. In the absence of provincial funding
it will be critical for all departments to request associated
budgets well in advance to meet the approaching deadlines.
The City of Ottawa has a program called Service Ottawa
– a portfolio of nine initiatives encompassing19 projects that
will deliver service improvements and efficiencies across the
city. These include Citizen Service Management for 311,
Business Intelligence, the redesign of www.ottawa.ca, Computer
Telephony Integration and eRecruitment, among others.
These initiatives will fundamentally transform how residents
receive municipal services, and most will be affected by, or

could help address, this pending legislation. It is understood
and accepted that keeping accessibility at the forefront of
each of these projects from the beginning will help shape
their success.
The intended outcome of this program is to provide
residents the means to communicate with the City through
multiple channels and receive consistent information and
feedback – regardless of the channel they choose while
addressing any special needs.
Ottawa sees this legislation as an opportunity to ensure
that our residents receive information and services in the
format of their choice. We look forward to meeting the
challenges that it presents in attaining this worthwhile goal.
To obtain a copy of our comments to the Province, please
contact the author.
Jann MacDonald is an IT account manager with the City of
Ottawa’s Information Technology Services, Client Services
Branch. She can be reached at jann.macdonald@ottawa.ca. 

INFORMATION TECHNOLOGY
AND PROCUREMENT LAW
EXPERIENCE AT YOUR SIDE

Miller Thomson lawyers have years of experience
representing municipalities in Ontario and across Canada
on IT and procurement matters.
Working with your professionals, our lawyers will help
you develop a practical solution that takes into account
the unique challenges faced by your municipality.
For more information contact:
Lou Milrad
lmilrad@millerthomson.com
416.595.7926

J. Fraser Mann
fmann@millerthomson.com
416.595.8195

Elisabeth Symons
esymons@millerthomson.com
416.595.8575

J. Andrew Sprague
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416.595.8556

Added experience. Added clarity. Added value.

Miller Thomson LLP
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Citizens as Fans:
Why Social Media
Are Becoming Part
Of Municipal Services
Janis La Couvée addresses the MISA BC Spring
Conference audience in Nanaimo.

By Janis La Couvée
Victoria, BC
This article is based on a presentation to the MISA BC
Spring Conference in Nanaimo in April 2011.
EVERYONE WANTS to be heard! And the question for information systems professionals is – how can you help them?
Although much has been made of the inanities of social
media posts, status updates and tweets – as in, “I don’t want
to know what someone has for breakfast” – it’s also clear
that individuals are looking for validation, and they are
finding it via these social media technologies.
Countless ad-hoc groups are springing up – so-called headless networks – whether convened for a short-term purpose
or as a group that will go on to organize itself formally.
According to @DoingFor (http://www.thinkhappymedium.
com), “Social technologies create virtual small towns. It’s
‘little house on the prairie’ values with global reach.”
The old structures are dying, just like the telephone directory.
The challenge for local government in this time of transition
is maintaining systems and providing a structure that is just
as easily accessible to my 81-year-old mother without a
computer and e-mail, as it is to friends who will only access
services through a mobile phone app, let alone those who
want access to your data so they can write their own apps.
How do we enable all types of participation? How do
we balance the needs of the “political and process” junkies,
who devote countless hours to providing community input
(whether in face-to-face meetings, committees or online) with
those who only want to hit a Facebook-like button?
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This is a time of massive demographic and psychographic
shift – participants (generally older) versus consumers of
service (the “younger” generation). While you can’t cater to
one over the other and risk alienation or rifts, you do need
to be aware of this.
Is your municipality leading or following? The latter is
dangerous – alternative processes and communities are
being built around you, ones that do not need to operate
with the same level of care or constraints (such as privacy
legislation) as you. They can be responsive and nimble,
where you are bound by hierarchy, regulation and law.

Building Community
Open is upon us, in a country with some of the toughest
privacy legislation worldwide. Open can be, however, a
mindset more than a process. Personally, the initiation to
open began with the “aha” moment in April 2009 when I
dropped any allusion of privacy online and began to engage
via social media with up-to-then complete strangers in order
to enhance and build community.
It is hard work to teach open to citizens when competition
has been the order of the day for decades – indeed, our
very economy has been built on it.
Our citizens expect answers, and they expect them now!
If they don’t get the answers, they will find them, recruiting
allies and partners along the way. Yet, they too have responsibilities in this information flow. Does your Web site and
municipality inform citizens of their rights and responsibilities,
and elucidate service expectations? Is the public willing
to participate?
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People want authentic conversations and connection, not
obfuscation. They are disinclined to believe government, any
level of government. There is a high level of distrust, and it’s
hard to drill through this. Individuals need to know that their
comments and concerns matter.
Is it possible to create a structure or filter that will value
feedback and participation in this new online world of
government engaging with its citizens? How do we know
who we should be listening to?
Is it scaleable? Any endeavour of this nature demands
time – time that might not be available. If what Malcolm
Gladwell says in his 2008 book Outliers is true – that
people need 10,000 hours to master something – how
can we expect citizens or our organizations to just “get it?”
As much as people want to be up to speed now –
immediately – this is just not realistic.
Conventions develop over time. What once seemed
awkward and unusual is now commonplace.

As my friend Kate Foy, a professor of drama and voice in
Australia, states in her article “10 Years On, How Technology
Has Changed My World:”
“Not a day goes by when I’m not thankful for the opportunities I now have to continue engaging with the world ‘out
there’ perhaps even more fully than in the past.”
We can extrapolate her individual experience to the lives
of our communities and our infrastructures.
Start by listening, find your fans, engage them, and
together you will build the framework necessary to ensure
that all of your citizens feel valued and wish to participate
in building a shared future.
Janis La Couvée is a financial services professional in Victoria,
BC, a member of the Social Media Club Victoria leadership
team and the lead organizer of Twestival Victoria. She can
be reached at lacouvee@pacificcoast.net. 

New Participatory Processes
I’m asked for my advice with the idea that I might have an
easy answer, but my expertise is honed through years, even
decades, of community service and participation, as well
as volunteer public relations and communications work, and
time spent developing online to offline community. Back in
my early days of community building, when the process for
community input did not exist, we needed to build it from
scratch. Now that it is built, it’s much easier for individuals to
participate. They have a framework, a starting or access point.
The corollary can be found in Twitter, or any online community for that matter. We take for granted the work done by
those who have come before us – it might be more difficult
to make a dent or make ourselves heard, but we benefit
from all the infrastructure that now exists.
No longer is government this faceless “other.” The new
reality is one of local government as “personality,” and me,
the citizen, as your audience and fan. There are countless
others, just like me, waiting to be tapped for their potential in
community building, experts willing to share if encouraged
and valued.
The challenge is in the paradigm shift you and your
organizations will need to make for this to occur.
Author Donella Meadows, the late founder of the Sustainability Institute and a professor at Dartmouth College, wrote
in an essay that “people who manage to intervene in systems
at the level of paradigm hit a leverage point that totally
transforms systems.” When measured against budgets and
resources, I can only hope the value will be realized.

Visit Information Builders
at MISA 2011

Information Builders makes a well-executed
information strategy possible. Our business
intelligence, analytics, and data governance
solutions:
■ Cleanse data of inaccuracies
■ Provide interactive information
■ Reveal hidden trends
■ Link strategy to operations
Visit us at booth 316 to see our solutions in action!
416.364.2760
informationbuilders.com
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Lethbridge Builds More Than a Web Site
New site designed to enhance citizens’ access to services, data
By Sabina Visser, City of Lethbridge, Alberta
This article is based on a presentation to the MISA Prairies
Spring Conference in Fort Saskatchewan in April 2011.
MARCH 27, 2011 MARKED a red-letter day for the City of
Lethbridge when its newly refreshed Web site was released
– the foundation for citizens to experience a different type
of interaction with the City.
It seems surprising that in today’s world of technology
a refreshed Web site is newsworthy. For us, however, the
project was the catalyst to evaluate how we deliver information and services from a citizen’s perspective. This project
created synergies internally among communications,
information management, information technology, human
resources and our business units to create a platform that
would empower our organization to inform, interact with,
and engage our citizens.
The City recognizes that the Web site is our opportunity to
create awareness and understanding of our business practices
and services, enabling us to demonstrate our commitment and
ownership to continuously improving those practices.
Simply put, the City of Lethbridge site demonstrates our
commitment to communicate and enhances the accessibility
of information and services from a citizen’s perspective.

A new Web site was required to meet the existing and
future needs of our citizens for information and online
service delivery. Our previous site was built in CMS 2002
using an external vendor that was not able to provide the
integration and support services needed since the technology
was no longer supported.
The intent and purpose of the previous site was unclear. The
Web design was very outdated, with content updates managed in an ad-hoc manner. Information was organized by
departments making it difficult intuitively to navigate the site.
In addition to technical and design challenges, the former
site also had management challenges. An executive sponsor
had not been identified, nor were there any clearly defined
rules of governance that were supported at an executive
level to ensure that the site remained true to its purpose.
It was recognized that an upgrade was required, but
the implementation plan for the initiative was not clear to
all stakeholders. We needed a plan that would address our
technology, design and management issues for a rebuild to
be successful.
Although the Web site project wasn’t just about technology,
we needed to understand the technology alignment required
to deliver citizen-focused services in a manner that would
also simplify administration and support from IT.

Aug 2010
Oct 2010
Corporate Project
Public/Corporate
Kick Off
Jan 2011
Web Site
June 2010
Infrastructure Ready Public Web Site
Project Start
Build Complete

June ‘10–Aug ’10
Web Site Design
July 2010
June 2010

Aug 2010

Aug ’10–Oct ‘10
Content Analysis
Sept 2010

Oct 2010

Nov ’10–Dec ‘10
Training, Testing
Nov 2010

Dec 2010

Mar 2011
Public Web Site
Launch

Jan ’11–Mar ‘11
Content Population
Jan 2010

Feb 2010

Mar 2011
Mar 2011
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We started by engaging
Microsoft to define a highlevel plan to upgrade our
network infrastructure,
streamline account management processes, and set our
platform for citizen services.
The City has standardized
on a Microsoft platform and
chose to continue taking
advantage of our expertise
in Microsoft technologies by
building the Web site in MS
SharePoint 2010. This would
enable our employees to
Above, Sabina Visser addresses
use familiar technologies to
maintain and support the site the MISA Prairies conference in
Fort Saskatchewan. At right, the
into the future.
Web project team strikes a pose.

The Web project
became the catalyst to
create corporate-wide support for infrastructure changes
that clearly demonstrated the business value of maintaining
and upgrading our technology. The infrastructure changes
enabled us in parallel to educate the corporation on what
it would take to build, implement, and support a Web site
that would be the channel for citizen-centred services. This
awareness was needed to ensure that we did not recreate
the old Web site with new technology.
We created a steering committee comprising staff with
expertise in communications, human resources, information management and information technology to guide the
organization, lead the project, and maintain the executive
support needed to integrate Web operations as a primary
channel for service delivery.

The City Site Project
The City Site project, initiated in 2010, included building
and refreshing the public site, defining a Web strategy and
master plan to ensure that the site remained useful and
current into the future, implementing processes for continuous
renewal, and building a corporate intranet using the same
technology to support our employees and City operations.
Through an RFP process, the City selected Infusion Development Corp., which had experience with the technology
and within other municipalities to deliver successful Web
sites. We chose to combine its expertise with our employees’
experiences as citizens to create a new design without a
significant and costly public-engagement exercise. We wanted
to deliver our new site as quickly as possible, recognizing it
was the beginning of our journey toward online information
and service delivery.
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Early in the project, we recognized that more was required
than cutting and pasting content from our existing site. We
took this opportunity to ask our business units to evaluate
their content and, rather than automating migration of existing
content, we put significant time and energy into creating new
citizen-focused content. At the same time, we chose to integrate new online services that did not exist previously.
Our vision was that the Web site should be the central
location or repository for all communication and services
from a citizen’s perspective. We designed the platform and
enhanced our layout and operational processes, keeping
that vision in mind.
It took approximately seven months to design and develop
the site, with another four months to complete the testing
and content-population processes for go-live. The new
www.lethbridge.ca launched March 27, 2011.
Since go-live we have received a number of positive
comments about the site from both the community and
other municipalities. We are all extremely proud of the
results and the efforts of our employees to deliver a
refreshed Web site that delivers information and services
from a citizen’s perspective.
Some highlights of the Web site include:
• A revolving showcase of items that display key messages
on the home page, together with a service directory that
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would be very useful in an emergency and a redesigned
page layout providing access to a lot of information from
one page.
• Enhanced opportunities to interact with citizens by
redesigning our interactive maps, our comment box and
request for service features. We provide a community
calendar where citizens can advertise community events.
• Easy access for citizens to find the information and
services they are looking for through enhanced search
capabilities, the service directory and a “How Do I”
section for frequently asked questions.
• Feedback links for residents to let us know what they like
or would like changed on the site. Viewer statistics will
help us track usage, looking at what parts of the site are
being used and which ones may require enhancement.

Building Buy-In

We refreshed our site, created a platform to inform,
interact, and engage with our citizens now and into the
future, and also began the dialogue with our employees on
delivering citizen-centred information and services.
The Web site is a project that never ends and is now part
of the daily operations of the City of Lethbridge. We will
continue to use the site to build awareness and understanding
of our business practices and services, demonstrating our
commitment and ownership.
From continuously enhancing information and services
to mapping out future development through community
feedback and measurements, we will ensure that
www.lethbridge.ca continues to deliver value to our citizens.
Sabina Visser is general manager information technology
and can be reached at sabina.visser@lethbridge.ca. 

As with any project, the team had some learning along the
way that may be useful for others in taking on a similar project.
Although we had spent a fair amount of time educating
executives and the project team, we learned that it is still
very important to build buy-in to the project plan and
reinforce it continuously. Many of us had never embarked
on a Web-development project before, and venturing into
the unknown can be difficult to plan – you don’t know what
you don’t know.
We also learned that we could not deliver a governance
strategy or master plan until we had developed a tangible
Web site. We created an interim operating model that could
then evolve as we became familiar with the site and how
people were using it.
A formal content-population process is necessary to
enable the team to work more closely with business units
as they embark on this culture change. Writing-for-the-Web
training was optionally provided to all content authors and
proved to be so useful that it has now become a prerequisite
for all Web authors.
We also committed to a three-month stabilization period
after launch when no additional programming changes may
be made to the site. This has been very helpful, and we
have already received many requests for new features and
functions such as mobile request-for-service applications. We
are also now working on our intranet for employees, which
will also be an exciting opportunity to create a central location
for employee-related information and services.
The City Site Project is much more than an upgrade to the
City of Lethbridge Web site – it is the foundation for a different
type of interaction with our citizens through the Web.
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The Accessibility Imperative

Fire fighters train at the Fredericton Training Compound to learn how to safely control
fierce fires. By combining the Fire Department goals with IT goals, a new operational
model has been created to give staff faster, easier and better managed access to
training and personnel documents.

Collaborative Project in Fredericton
Aids Fire Department’s Access to Records
By Valerie Kelly
City of Fredericton
IN HELPING TO LEAD the City of Fredericton through business
and technology change, the IT Division devotes significant
time in seeking out modern technologies, aimed at enhancing
operations within the organization and offering better service
to customers. Our challenge lies in encouraging staff to understand how these technologies can assist them in daily operations.
Our most recent success occurred with the Fire Department.
The time that we invested in working together brought about
significant operational change in a very short time.

Background
The City of Fredericton Fire Department keeps a variety of
records to track operational data – records on incidents,
investigations, permits, assets, properties and staff. Until
recently, it used traditional client server and desktop tools
to track and report this information. The model introduced
many challenges:
• Systems were used to store and report data, but they
weren’t highly functional.
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• Staff kept records that were owned and tracked by other
City departments because information was not shared.
• While staff had a variety of reports, it was difficult to
extract data on the fly to measure service delivery and
identify trends.
• E-mail was used to funnel all communication, work-related
documents and data.
• Documents and records were not properly managed.
• Most documents were on file servers with no logical way
to retrieve and share information.
• Corporate data was not shared and used to advantage.
• Only a few users had access to most information.
• Staff relied on desktop installations to be completed by
technicians.
• A large number of staff had to share a small number of
networked computers.
• Each staff person had a login for every software application that was installed.
Late in 2009, the Fire Department asked the IT Division to
assist in implementing software to help track training records
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for staff, requesting reports that would highlight training that
staff had taken and training that staff should be taking in the
coming year, including certification expirations. The department was focused on the traditional model where a small
group of people would enter and report on data.

• Set up bundles of courses to address a learning track such
as orientation

Subsequent to this request, the IT Division took the opportunity to teach the Fire Department staff about Web 2.0 and
the advantages that some of these tools could offer them.
The systems group also shared some its service-delivery
goals, which include:

• Offer training as a service to the public as well as
internal staff.

• Implement Web applications
• Capture data at its source, enter it only once, and share
it across the Corporation (where appropriate)
• Implement role-based security based on staff positions
• Integrate systems and data
• Enable single sign-in
• Enable self-serve for all staff (eliminate the need to
“request” information and enable staff to retrieve data
relevant to their operations through tools of their choice)
• Aim at having the intranet as the new desktop
• Build for interoperability
• Measure operations real-time
• Adopt an open model.

Project Description
Under the traditional model, the objective “track training
records of staff” used to mean manual paper collection,
involve at least three different software solutions, and at
least three different staff 67 data accuracy.
By combining the Fire Department goals with IT goals,
the possibility of establishing a whole new operational
model for training within the department came to light.
Looking for solutions that would satisfy both the Fire
Department and IT goals led to tools that far surpassed immediate business requirements. The research helped identify
opportunities for further training improvements. The e-learning solutions that were found provided opportunities for both
trainers and students.
The solutions offered trainers the ability to:
• Store and distribute training information and materials online
• Create training courses and sessions within online
catalogues
• Create tests and store the answers to the questions
• Make the selection of testing questions random
• Auto-score tests
• Track employees time spent on courses

• Log employees’ achievements
• Attach competencies to positions and courses

The tools have given students the ability to view courses
and sessions available online, and to register for and complete
their courses. They can view their own training records and
transcripts, and can log and view their achievements.

The Journey
After agreeing on common goals and modern tools, the
project team got to work. In addition to the capabilities of
recently acquired Microsoft Office SharePoint Server 2007
Enterprise, the team identified and acquired new Web
parts from Kwizcom (Calendar Plus, InfoPath Form Viewer,
Orgchart, Quick Launch, Wiki Plus) and Opritel’s Learning
Management System.
The Fire Department trainers learned to use these new
tools, which enabled them to convert existing course content
as well as build new courses to e-learning standards. Team
members organized their courses into groups targeted
to positions within the Fire Department and built course
catalogues that were open to all Fire staff.
They also set up some courses under a corporate
catalogue to offer training across the organization. They
began to build some of their orientation courses as self-serve
courses where Fire staff could register and take the course
online at a time that was convenient.
The trainers worked with the Human Resources Division
to redefine HR’s service level. As a result, the Human
Resources Division now tracks sensitive employee-contact
information and position hierarchy to a more detailed level.
HR also standardized positions for all Fire Department
staff so that the team could enable role-based security.
Together, they streamlined the employee hire/change/
termination processes in order to share data between the
departments on a timelier basis.
They reviewed all documents that were on their file
server, deleted what they didn’t need, and moved the rest to
the intranet to be accessed through the new Fire Department
operational workspace.
They collected all digital photos from hard drives, USB
sticks and CDs, tagged them appropriately, and loaded
them into photo galleries to be accessible on the intranet.
They tagged all learning videos, loaded them to a library
and prepared to distribute them from the media server
through online courses.
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The trainers reviewed and changed the model of how
staff booked rooms for training, meetings and events. They
analyzed their communication model and prepared to move
toward an open concept.
To assist in preparing staff for the operational change,
trainers offered both classroom and online training sessions.
New user guides and manuals were developed using wikis
and made available online.
Finally in January 2100, after many months of work, the
project team unveiled “My Work” – the Fire Department portal.

Operations Today
The desktop experience for Fire Department staff is very
different today from that of three months ago.

Items on the legend can be toggled off and on as staff
plan their day or week. Training sessions that have been
added to the learning-management system are displayed
through a real-time interface. Any member of the fire
department can add his/her own items.
Near the calendar, an online room booking area indicates
room availability. Details of the room are displayed including
photos, amenities and parking availability. A link to a Google
map displays the location, and staff can seek directions
while having City of Fredericton public-transit data visible.
A library of content accessible to all staff includes user
manuals developed with wikis, training videos that can stream
over the intranet through a media server, and shared training
content that can be edited online through Word and Excel.

When employees authenticate in to the network, they
are directed to the intranet where their Fire Department “My
Work” page opens up. At the very top is a dashboard that
displays summary statistics from their operations that indicate
that they are meeting service standards. This summary data
is pulled real-time from their Fire records’ database and
displayed through an interactive graph.

Web 2.0 tools let Fire Department
staff share information,
communicate, and collaborate online

Directly below the graph, employees can read departmental announcements from colleagues that are posted on
a discussion board for all staff to review. Anyone in the Fire
Department can easily post an announcement following just
three easy steps. They can also review corporate announcements (from divisions like Fleet, IT and HR) that may have an
impact on their work through a small section of their page
reserved for displaying RSS feeds from Corporate Services.
They stay on top of what media across the Web is saying
about the Fredericton Fire Department through an area of
their screen that displays the results of a Google news feed.

Special areas have been reserved for employee orientation
and training. Within orientation, staff can view contact information for colleagues. This data is viewed real-time from the
corporate data warehouse, where employee name, position,
department, photo, phone number and e-mail come from
four different information systems. An employee hierarchy
view (org chart) lets us see this same data through a tree
structure. From here, staff is able to contact colleagues via
e-mail with just one click and also see employees’ availability
from their status that is displayed.

A large area is reserved for online discussions. Most
recently, staff joined in on a discussion with senior management regarding changes to the promotion routine.
Online workspaces can be created by anyone in the
department for special projects or initiatives. These sub-sites
offer Web 2.0 tools that enable staff to share information,
communicate, and collaborate online. When these workspaces are created, employees have the ability to invite
others to join their workspace, essentially enabling their own
“network” access.
A variety of tools on the page let staff interact with
content. Guided by a legend, a mini-view calendar displays
scheduled events, meetings or activities. Enlarging the calendar
shows details of the items. Both the calendar and department
announcements ensure that staff can find out about meetings,
events and upcoming training sessions easily.

28

The training workspace is where staff can view all course
catalogues, see sessions that are offered, and register for a
session online. Staff can self-serve on some courses and take
them at their own leisure.
All time spent on the course is tracked. Surveys and tests
can be taken and auto-scored online. Not all courses are
offered as self-serve. For those that aren’t, staff can register
for the course and will be alerted through the system when
they have been accepted and scheduled for a class session.
Staff can view their transcripts and can log and view
their own achievements. Achievements are accomplishments
that staff may have completed outside of the organization,
through their own initiative.
Divisional workspaces have been established where staff
can work within their suppression, prevention, training or
administration groups, sharing information and communicating
through Web 2.0 tools.
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All this rich information and interactive tools are accessible
through the network login. After staff have successfully
authenticated, their user credentials, department and position
data are passed to each of the systems that they need to
get their work done. Some data is limited based on these
criteria. Most of the data is open.

Measures
Results show that IT is moving in the right direction to meet
collective goals.
• The Fire Department e-mail group has been deleted.
All department announcements are funnelled through
the intranet front-page discussion board. On average,
15 postings a day can be viewed. Before the use of the
discussion board, 15 e-mails went out to 120 staff daily.
• All course-training content and operational documents
that support working online have been moved or are
moving to the intranet. The files-server storage went from
14.5 G to 908 Meg within five months.

• All shared network accounts have been deleted. Staff
now use their own personal network account that gains
them access to their personal training records and e-mail
through their operational workspace.
Fire Department employees now understand the value
of using newer technologies like Web 2.0 tools and
are committed to continue improving and streamlining
operations.
They have been recognized as the leaders for
business transformation.
Now other departments within our organization
are anxious to follow their lead – and IT looks forward
to the challenge!
Valerie Kelly is IT project manager at the City of Fredericton
and can be reached at valerie.kelly@fredericton.ca. 

APPROVED MISA/ASIM MEMBER SPECIAL OFFER

Web Application
Penetration Testing
Using a structured methodology that includes
Enumeration, Vulnerability Assessment and
Exploitation phases; testing each interface
to the application including server operating
system, application platform and database
Digital Boundary Group’s technicians
have been assisting MISA members with
web application security for the past four
years. Web application testing provides the
municipality with the opportunity to determine
the existence of any vulnerabilities in the
application and take corrective action before
taking the application live.

Contact us for details of our methodology and the
special pricing program for MISA/ASIM members
at MISAmemberoffer@digitalboundary.net

Visit us at www.digitalboundary.net
Call us at 1.800.747.3557 Ext. 248 or 265
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A View of Cloud Computing:
It’s a Way to Empower Your IT Values
By Robin Querin
Bell Canada
This article is based on a presentation to the MISA West
Annual Conference in Vernon, BC, in September 2010.

How do we distinguish between fact and FUD? (Fear,
uncertainty and doubt.) Why are things different this time?
Part of the answer is in our values, or in the fact that we now
have values.

I HAVE A CONFESSION. When friends ask me what I’m up
to these days, I lie.

Cloud is primarily intended as a model to empower IT and
those in the business at large, to abstract themselves from the
technical merits of a particular solution and instead create
services that provide measurable benefit to the organization.

Or maybe I’m just stretching the truth. I’ve been telling
them that I’m working on something brand new that could
help save the planet. This is the same answer that I gave
four years ago.
Never shy about using the latest buzzword, I quickly
reveal the label for my current efforts. In response, some
people, especially family, will blurt, “That’s great, but what
is cloud computing, really?” (And I thought they’d be
interested that I’m saving the world.)
Now that “the cloud” is showing up in TV and print ads
from large companies like IBM, Cisco and Microsoft, people
are curious and want to know what all the fuss is about.

The cloud-computing vision can be articulated as a set of
values. Crudely put, values are statements that direct how we
(intend) to go about doing things. What technology we use is
less important than how we use it. How we interact with IT systems is really what determines the costs and benefits provided.
To simplify the process of evaluating cloud services, I’ve distilled the most common cloud values down to a seven-plus-one
matrix of key differentiators, shown in the chart below. These
values can provide a basic reference for evaluating cloud
offerings to determine if they are a fit for your organization.

The cloud sounds like an all-inclusive term that could
mean anything to anyone, an issue commonly pointed out
by IT critics. For those of us that have been in IT for a while,
the hype sounds familiar.

1. An available system is one in which you have confidence.
The service is documented and predictable. Whether
there’s high availability or fault tolerance built-in, there
no doubt that it will be running when you expect it to
be. If there’s a disaster, there’s a plan and alternative
service options.

We hear visionary statements from technology vendors
that entice us with the promise of less pain and more gain
from each dollar spent on technology. Which vendor is
right? What technology truly delivers the benefits promised?

2. Accessible means just that. Anywhere, any time, any device,
any network, any client. If I want a separate subnet,
domain or service to run on the cloud, invisible to the
other systems, that’s called multi-tenant, and it just works.

Lower Cost System, Storage, Network, API, Application or Service
1. Available

2. Accessible

3. Portable

4. Scalable

5. Smart

6. Self-Serve

7. Compliant

SLA

Public

Vendor

Dormant

Utility

Provisioning

Secure

HA, FT*

Private

Technology

Peak

Development

Certified

DR, BC*

Any Device

Platform

Capped

Automation

Staging

Interoperable

Performance

Multi-tenant

API

Tiered

Trending

Production

Auditable

Monitoring

*HA – High Availability, FT – Fault Tolerant, DR – Disaster Recovery, BC – Business Continuity
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3. Portable is a nice way of saying “No
lock-in.” The cloud service isn’t exclusive
to specific software or hardware. I can use
my legacy platforms and my new HTML 5
apps, no problem.

Specifically, how does a particular cloudbased infrastructure or platform change the
break-fix cycle so that an IT organization can
focus 80 per cent of its efforts on creating
value for the municipality and its stakeholders?

4. Scalable is all you can eat or suspended
animation. I can have short-term spikes in
my usage or can cap usage so I don’t blow
my budget. Tiered infrastructure that’s fast
and small or slow and big, or somewhere
in between.

Do these benefits apply to developers or
just the infrastructure? If a particular cloudcomputing platform is truly less expensive,
what measurements will the system provide to
demonstrate immediate value as well as future
cost savings?

5. Smart. Do I have to do all the thinking? The
And then there’s the cost of the journey.
system knows how much I’m currently using,
Although it may be less expensive to be on a
what I’ve been using and what I’m likely
Robin Querin
cloud model, how much will it cost to get there?
to use in the future. It proactively maintains
Migrating IT systems is not just expensive,
everything and lets me know what’s happening, or not,
it’s risky. More often than not, the many benefits to systems
depending on who I am.
running on a new platform are overshadowed by the ex6. Self -Serve. Do I have to do all the work? The system
pense and pain experienced by the organization through the
serves my clients directly. Developers want a new test
process of moving and/or upgrading. Using cloud systems
environment? Log in, and fire it up yourself. File restore?
does not have to be an all-or-nothing proposition.
Just click. Password reset? There’s an app for that.
Take infrastructure as a service (IaaS), for example.
7. Compliant. Everything is secure, and I can prove it, end
Customers “rent” processing, storage, networking and
to end. And certify it. And play nice with others. And
other fundamental resources over single or multiple sites
audit it. No exceptions.
from internal IT or external service providers.
When evaluating a cloud offering, the test is not only to
These offerings are typically described as public (housed
determine if each individual value is present, such as, “Does on vendor premises), private (customer premises) or hybrid
product ‘A’ have scalable tiered storage?”
clouds. If a cloud service is portable, it should permit clients
A better question to ask is, “How does each cloud value
apply to every other cloud value?” Are the scalability features
self-serve? Are the compliance systems smart, or do they
require manual intervention? Are the cost-benefits of portability
still present if I select higher-end availability services?
If the purported upside of a cloud-based technology
only applies to a specific vertical value, it’s best to view
the offering as an upgrade or at best part of a path to
cloud-based services.

Vendor Roadmaps
Most vendors have these listed integrated features on their
roadmaps. Look for specific timeline commitments if a given
service is critical for your future needs.
For instance, if the finance department in a multi-tenanted
cloud infrastructure demands a higher level of compliance,
does every system in every other department need to pay for
that additional security even if they don’t use it?
The savings from CPU-RAM-disk utility computing models
may not alone cost-justify a move to cloud-based services,
but a pay-per-use model for other features such as enhanced
security or device access can radically change the economics
in favor of a selected cloud offering.
As the matrix on page 30 makes clear, cost underlies
everything. Cloud should be faster, smarter and cheaper – or
why bother? Not just less expensive in hard costs (equipment,
licensing) but in soft costs as well.

to move systems between private and public services or
support a mix of systems on a hybrid service.
“Getting there” doesn’t have to happen all at once, nor
should it. Any cloud service, on the premises or not, that
demands a rip-and-replace strategy isn’t cloud. It is an
upgrade and should be treated as such.
In municipal environments, gradual implementation of
cloud-based services is imperative, not only to guarantee continuity of service but to develop trust and familiarity with the
new way of consuming (and budgeting for) these systems.

Immediate Benefits
A multi-stage implementation as shown in the diagram on
page 34 provides immediate benefits for a typical municipal
IT department while mitigating the risk of changing models
too quickly.
Cloud-based services like network backup can reap
immediate benefits (geographic redundancy, faster restore
times) without being intrusive to legacy systems.
Give yourself the opportunity to evaluate cloud vendors’
services on selected, non-critical portions of your overall
environment. Each application or system will have its own
requirements that will dictate which model (private, public,
hybrid) is appropriate.
Determining how to best maintain security and policy
compliance on a cloud model should be done in advance.
Many, but not all, services will be able to exceed legacy
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SLAs. Being intimate with these issues in
advance will help define your cloud strategy.
As with any new IT initiative, getting
buy-in from executives and economic decision makers is an art form. What can really
make a difference in this dialogue is to start
by soliciting management for its expectation
of what cloud computing can mean to the
organization.
Management has seen the ads too and
probably has its own impressions of what it
all means to them. Prepare to be surprised.
Gone are the days when people don’t
see the impact of IT on disparate things like
parking meters, iPhone apps for community
centres, disaster planning and so on. What
this means is creating a (draft) stakeholder
strategy, before you’re asked for one.
It is incredibly powerful to demonstrate thinking that
includes the aspirations, and demands, of
the various groups within municipalities. From council to
engineering, everyone’s looking for something.
As you develop your cloud strategy, challenge your
vendors to prove their claims for their cloud products and
look for evidence of “cloud values” in practice with their
clients that are already using these solutions.
Examples of portability (for example, virtual machine
migration between competing hypervisors) might be easy
for a vendor to answer so make sure to include harder
questions, such as: “Will the IaaS platform proactively and
automatically notify me that my system is trending to run out
of space/CPU/RAM?.”

Cloud-based services can help IT cost-effectively improve
services while enabling other departments to do the same
for their own stakeholders. It is a clear opportunity for IT to
provide leadership and vision to the organization that is
beyond the days of break-fix.
Internationally, some municipalities have joined together
to create “community clouds,” which are shared but siloed,
multi-tenant environments that significantly lower equipment
and energy costs while maintaining the policy and compliance
requirements that are unique to local governments.
In Japan, there’s an initiative to build a hybrid community
cloud for municipalities that can’t afford to build their own
data centres or redundant services but do need to maintain
in-house systems (http://www.soumu.go.jp/main_sosiki/
joho_tsusin/eng/Releases/Topics/pdf/090406_1.pdf).

It’s a fair question, which is best addressed upfront when
beginning a cloud initiative. Your stakeholder strategy needs
to include the possible culture changes in your IT department.

Closer to home, Mount Sinai Hospital in Toronto is
building a community cloud in conjunction with the federal
government to provide area hospitals shared access to
ultrasound applications and patient information
(http://searchcio.techtarget.com/news/2240026119/
A-health-care-community-cloud-takes-shape).

If the change from a concept of break-fix, project, break-fix
to a concept of internal “service provider” is politically difficult,
the best approach is to make the roadmap of incremental
changes visible and in alignment with individual career
development.

No system can duplicate IT’s role in defining requirements
and creating relationships, and surprisingly this is a value of
cloud computing. Cloud can empower teams and individuals
to help further the mission of the municipality by improving
their focus on both service values and technology.

Focusing teams on outcomes that are aligned with
delivering on “cloud values” is as much of an art form as
getting buy-in from executives, but it is well worth the effort.

It’s an exciting development when struggling organizations can work together in new ways to achieve more
scale and availability with less cost, without sacrificing
independence, functionality or transparency.

IT department staff are often reluctant to embrace cloud
services. I’ve heard staff say, “Isn’t cloud computing just a
new name for outsourcing?”

So what about saving the world? Maybe that’s a stretch,
but sustainability mandates are being given to municipalities
across the country.
Yes, sustainability is about being more responsible with
the earth’s resources, but it is also a sophisticated term for
doing more with less. Municipalities are under increasing
pressure to create new efficiencies, and it is being felt in
every department.
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Preserving resources and improving communities through
creative and unique cloud computing solutions has only just
begun to show its potential – and that’s no lie.
Robin Querin, senior solutions architect, data centre/cloud,
with Bell Business Markets in Vancouver, can be reached at
robin.querin@bell.ca. 
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Conference chair Michelle Bohachyk receives a
recognition plaque from outgoing MISA Prairies
President Chris Fisher.

For the third year in a row, the Prairies conference kicked off with a game
of Survivor sponsored by Digital Boundary Group. The winner was
Gavin Mardsen of TELUS, third from left, but he donated his prize of an
iPod Touch to a draw, which was won by Ron Soehn of Red Deer, second
from left. Presenters are John Millar, left, and Dale Descoteau.

MISA Prairies Spring Conference Brings
Societal Changes Into the Realm of IT
Fort Saskatchewan Event Helps Delegates Find New Approaches
By Lawrence Moule
Co-editor, Municipal Interface

are eroding. People want to work on personal time and
have personal time at work, all through mobile devices
that operate outside of firewalls.

AT FIRST, IT SEEMED that this conference was going to be all
about disconnections.

And overhanging all of the discussions was the primary
paradox -- having to do more with less.

The air at the MISA Prairies Spring Conference was full
of issues that have quickly pushed to the forefront without
apparent connection to IT environments and service expectations that have existed up to now.

“I think we’re in a tough spot,” remarked Kevin Peacock
of the City of Saskatoon. “It will be a challenge for any
municipality to keep up with service demands because we
don’t have the resource base to grow as fast as the demands
are coming at us.

Speakers and delegates at the event in Fort Saskatchewan,
Alberta, on April 10-12 were feeling new pressures resulting
from decisions that have to be made about mobile communications, the cloud and open government. Those pressures
arise as much or more from changes in society than from
changes in technology.
There is a disconnect between what IT leaders are being
called upon to do and the resources that determine what actions
they are able to take. A series of paradoxes has emerged:
• Municipal IT departments need to keep things simple
while trying to manage a set of issues that gets larger
and more complicated every year.

“We need to take a step back from the IT perspective
and try to plan for the way society is changing and for
peoples’ rising expectations of what governments have to
deliver. That is starting to drive the changes that we’ve been
talking about at this conference.”
Whereas the MISA Prairies Spring Conference in 2010
in Regina was all about green technology and sustainability,
the word “green” was uttered rarely, if at all, this year.
Everything seemed to relate to a different world, but Chris
Fisher, outgoing president of MISA Prairies and chair of the
2010 conference, saw a line of continuity.

• While trying to protect the value of legacy systems, IT
planners must contemplate potential investments in
completely different types of technology infrastructure.

“It’s still about sustainability,” Fisher said. “The challenge
now is to find ways to manage all of the things we are
being asked to get involved with and support, such as
mobile applications.

• The corporation requires increasingly precise and secure
data management, yet corporate and personal boundaries

“Things are changing more rapidly, and a lot of what we
are talking about this year is the merging of the business and
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consumer electronics. We are being asked to integrate products like BlackBerrys, cell phones and iPads into the business.”

cases outsource technologies has become a focus of IT
departments for reasons of sheer sustainability.

But it was clear from the conference buzz that some sort
of service-delivery watershed has been reached. IT departments must find ways to scale back and define manageable
limits for their responsibilities, even while seemingly limitless
service demands continue to expand.

Rob Schneider, one of the conference organizers from
Strathcona County, remarked: “ The old way of doing things
is going to have to start to fall by the wayside. We have to
be more nimble, reduce the breadth of services that we’re
expected to be involved in, and clean up processes in the
back room because we are spending too much time keeping
the lights on.

It was fascinating to see how delegates absorbed these
disconnecting issues into their own municipal circumstances
and began to sort them out, pointing to conclusions that will
shape the future of municipal IT.
That has become a characteristic of the MISA Prairies
Spring Conference. Though relatively small and in only
its sixth year, this conference now sets the scene for
developments that will be discussed across the country
throughout the year.
The 2011 conference demonstrated all the quality of a
major event. Fort Saskatchewan, a municipality of 19,000 on
the North Saskatchewan River northeast of Edmonton, boasts
a modern complex for conferences and recreational and
cultural activities called the Dow Centennial Centre, which
provided plenty of space and comfort for the 100 delegates.

What’s the key to service innovation
in municipalities? “Collaboration,
coordination and cooperation”
Conference organizers from the City of Fort Saskatchewan
and the neighbouring counties of Sturgeon and Strathcona
did everything right for the delegates, even while sometimes
distracted by break-fix problems erupting at their day jobs.
They positioned the trade show in the Lobby Bar of the Dow
Centre right next to the Alberta Lottery Fund Art Gallery, a
classy touch. It was also next to the Shell Theatre where most
presentations were made and was the central meeting place
for coffee and conversation during the conference, which
vendors appreciated.

Adaptable Theme
Conference chair Michelle Bohachyk, director of information
systems for the City of Fort Saskatchewan, and her team
chose the theme of “Keeping IT Light,” which they intended
to be interpreted in a variety of ways.
“It refers partly to reducing overhead, reducing the
baggage needed to do our work and keeping it simple,”
Bohachyk explained. “Things like implementing mobile
techologies so end users don’t have to carry as many
devices in order to connect to their places of work, or having
a single sign-on so people don’t have to log in15 times.”
Keeping things simple is increasingly complicated. Finding
ways to consolidate, package, bundle, virtualize, or in some
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“We need to make those things simple so we can
address the broader spectrum of IT issues.”
Reflecting this aspect of the conference theme, a system
implemented by Sturgeon County to simplify the management
of road maintenance was voted the winner of the annual
Municipal Showcase.
The system helps the County to maintain its 1,820 kilometres of roads and respond efficiently to citizens’ requests
for maintenance services. As described by Adam Schamann
and Carmen Harvey, the system combines GIS and workmanagement technologies to automate call management
and truck routing, and enables the reporting and analysis of
activities for long-term planning purposes.
Other entries in the Showcase illustrated how strategic
planning is the basis for simplifying processes and improving data access. Glen Kilian of the County of Grande Prairie
No. 1 described the strategic planning behind the implementation of an enterprise GIS and the successful overcoming
of attendant change-management problems. Sabina Visser
of the City of Lethbridge described her department’s careful
efforts to build management buy-in -- for more than a year
-- before launching a new citizen-centred Web site (for more
on this project, please see page 21).

Research Project
Successful municipal innovations are all about “collaboration,
coordination and cooperation,” concludes a study reported
by Kenneth Kernaghan, professor emeritus in the Department
of Political Science at Brock University in St. Catharines,
Ontario.
Conducted for the Institute for Citizen-Centred Service,
Innovations in Municipal Service Delivery contains many
examples of advances in service delivery and management
carried out by municipalities within MISA/ASIM Canada
member organizations. The complete study can be purchased at www.iccs-isac.org.
Kernaghan presented his study for the first time in person
to the Fort Saskatchewan delegates. That was appropriate
to the spirit of the conference, observed delegate Garry Bezruki of the City of Waterloo and president of MISA Ontario.
“I’m taking away that within MISA Prairies there is a
strong sense of spirit for cooperation and collaboration,”
Bezruki said in conversation. “And with all these in play
it puts into perspective for me why many of the Western
municipalities are at the forefront in a number of municipal
areas relating to technology and service delivery.”
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Below, Kenneth Kernaghan of
Brock University unveils his national
study on municipal innovation.

Adam Scharmann, left,
who served as MC for the
conference, receives the
Municipal Showcase trophy on behalf of Sturgeon
County from Corey
Halford of the City of
Airdrie, incoming president of MISA Prairies.

Members of the conference organizing team are, from left: Rob
Stanczak, Patty LeRoy, Trevor Harder, Carl Stewart, Kelsey Van
Der Kley, Adam Scharmann, Michelle Bohachyk, Kevin Schmidt.

Above, Gerald Unger of the City of Leduc visits the D-Link
Canada booth for a chat with Kimberly Donald in the spacious
trade show in the Lobby Bar of the Dow Centre.

Below, Chad Chrapko, right,
and Luke Pickard of the City of
St. Albert enjoy a conversation
with Darlene Mercer of Alliance
Corporation.

Steve Ridout of Kaseya
Canada

Keynote speaker Lori Ann Muenzer, left, describes her
inspirational capture of a gold medal in cycling at the
2004 Olympics in Athens.

Omar Rashid of Microsoft
Canada
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Above left, Ashley Casovan of the City of Edmonton gives a captivating presentation on the promise of open data. Later in a municipal
roundtable facilitated by Rob Schneider, right, Heather Reed-Fenske reports progress at the City of Calgary.

Innovation was the subject of many conference presentations, not so much from the point of view of advancing
technology as from making operations more manageable,
cost-effective and sustainable.
Examples included a session on unified communications
by Laurie Shaw of Acrodex Inc., sessions on enabling
teleworkers by James Ward of Citrix Systems Inc. and
Bruce Matthews of TELUS, and a presentation by John
Longbottom of IBM Caada Ltd. on how municipalities
worldwide are implementing interconnected technologies
to create “smarter cities.”
Similarly the majority of companies in the trade show
emphasized technologies designed essentially to help municipal IT departments to consolidate delivery of services and
make them more easily managed and accessible. Examples:
• Alliance Corporation had a showcase of offerings to
extend service delivery through wireless solutions.
• D-Link Canada displayed network-management tools
based on open standards to avoid costly upgrading or
replacement of legacy systems.
• IMAGINiT Technologies introduced Autodesk applications
to make GIS data accessible by different brands of mobile
devices.

Vendors reported good traffic and genuine interest on
the part of delegates -- inspired, they universally noted, by
municipal leaders’ concerns about sustainability.
“The delegates I’ve been talking with have been surviving
by their wits,” said Steve Ridout, country manager for Kaseya
Canada. “They have been figuring things out on their own,
trying different products, trying different solutions. And they
know they have not been as efficient as they want to be and
have to be.
“Ingenuity and smarts will get you only so far. There’s no
reason for the IT managers to continue to have to do that
when there are good, proven solutions to help them.”

Mobile Solutions
The operational issue that delegates appeared to regard
as most pressing is mobile connectivity. Everyone acknowledged that the public is setting the bar for service delivery at
the level of any device, anywhere, any time.
“I found it very interesting,” delegate Tom Moffat
remarked, “to learn how people feel about all the new
information devices and how they are driving demands for
new technology-agnostic types of services for the citizens.

• Kaseya Canada promoted its Web-based automated
software for monitoring and managing mission-critical
applications.

“It’s something that we need to be aware of but can’t
necessarily see sometimes from our small-town perspective,”
said Moffat, who is manager of IT for the Town of Taber,
Alberta, and was attending his first MISA conference.

• Lexcom Systems Group described its managed services for
operational environments and data-centre consolidation
techniques.

“People here view mobile service demands as exponentially increasing. I can see that we are going to need to
adapt to these new changes in our future planning.”

• Microserve, a well-known IT outsourcing company in
Western Canada, discussed its technology-lifecycle
management solution.

Devices requring connectivity will not be limited to those
that people use for conversing on social networks or downloading cool apps. In his presentation, Longbottom of IBM
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noted that entities of all kinds -- including municipalities,
healthcare networks and natural systems like rivers -- are
becoming “instrumented, interconnected and intelligent.”
IBM forecasts that 50 billion devices will be networked in the
world by 2020.
What devices and how many users should municipal IT
departments be supporting? At what times of day and in
what locations? And at what cost?
The conference gave delegates motivation and an opportunity to seek answers to such questions in the context of each
municipality’s strategic priorities and characteristics. Terry
Buxton of Strathcona County discussed at breakfast in the
Hospitality Inn the approach his IT department is taking.
“The number of devices we support and the number of
people connected is increasing, but not quite to the extent of
any device, anywhere, any time,” he said.
“If you bring your own personal device to work we will
permit you to connect to e-mail and calendar and support
those functions. But if something else is not working on your
iPhone or your Android phone, you’re on your own.
“There is a whole generation -- the Millennials, aged
12 to 27 -- who are plugged in all the time,” Buxton
observed. “But we are trying to be realistic. Our efforts
need to be more integrated with the municipality as a whole.
What is the experience we need to provide to the broad
spectrum of customers?
“We are no longer just the back-room guys working on
computers. We’re facilitating the business.”
One new element of the business that the conference
introduced to many delegates is the emerging need to have
municipal Web sites with content readily accessible on the
tiny screens of mobile devices. A session on how to design
effective mobile sites presented by Ashley Freuchting of
Vision Internet was received with wide interest.
Freuchting said afterward: “I was excited to see that so
many municipalities are thinking about how this is going to
apply to them. New technology always presents a question
of workload for IT staff, but I think they are recognizing that
the need for mobile Web sites is undeniable.”
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She called for the creation of a regional collaborative
group to advance open-data principles and practices, a
call that was taken up by delegates in a discussion after her
presentation in the Shell Theatre and later in the last session
of the conference, a municipal roundtable on the afternoon
of Tuesday, April 12.
Delegates shared a wide range of experiences and
concerns. One concern for some municipalities is that they
generate revenue from the sale of their data. Another is that
smaller municipalities haven’t the resources to implement
open-data initiatives.
Several delegates expressed support for a regional
group and for commitments by larger municipalities to assist
smaller ones. Among them were Corey Halford of the City
of Airdrie -- who was elected as the new president of MISA
Prairies to succeed Chris Fisher at the Annual General Meeting
after the conference -- and Dan Anderson from the City
of Medicine Hat, which launched an open-data portal in
March with help from Edmonton.

Sponsors and Exhibitors
Gold Sponsors
Citrix Systems Inc.

Horizon

IBM Canada Ltd.

IMAGINiT Technologies

Kaseya Canada

Silver Sponsors
Acrodex Inc.

Alliance Corporation

D-Link Networks

Digital Boundary Group

Lexcom Systems Group Inc.

Microserve

Microsoft Canada Co.

Ricoh Canada Inc.

Secure Group

TELUS

Vision Internet

Advocating for Open Data

Individual Sponsors

Another issue that energized the conference was open data.
Most of the energy came from an ardent young strategic coordinator in the City of Edmonton’s Office of the CIO named
Ashley Casovan.

The Davis Consulting Group

She outlined the history and principles behind Edmonton’s
open-data initiatives (see her article in the March 2011
issue of Municipal Interface) and emphasized that citizen
engagement is central to the City’s long-term IT strategy
called The Way Ahead, with council’s support.

Acrodex Inc.

Alliance Corporation

D-Link Networks

IBM Canada Ltd.

IMAGINiT Technologies

Kaseya Canada

Lexcom Systems Group Inc.

Microserve

“We want to build an open eco-system in Edmonton, of
which the City is just one element,” Casovan declared. “The
data belongs to the people!”

TELUS

Vision Internet

SaskTel

Sturgeon County

Exhibitors
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Delegates connected with each other through fun as well as work. At left
above, a team competing in the Sunday evening Survivor game,
including Garry Bezruki representing MISA Ontario, centre, tries to solve
a puzzle. Above right, delegates watch competitors trying to help their
teams identify iconic phrases only by drawing pictures to illustrate them.
An Edmonton improvisational theatre troup called Rapid Fire
entertained delegates after the Monday evening banquet. At right,
Ashley Freuchting of Vision Internet and Luke Pickard of St. Albert,
far right, join the troup’s Matt and Joe on stage.

The City of Calgary is interested to help too. Heather
Reed-Fenske reported that the City launched an open-data
catalogue in October 2010 and that the mayor and council
are encouraging more public engagement, even though the
City has licensed and sold some of its data up to now.

were using the conference to share and explore some tentative opportunities.

The idea for a regional open-data group caught on. After
the conference, Sabina Visser of Lethbridge, the new vicepresident of MISA Prairies, reported that the chapter will be
organizing a meeting before the summer of municipalities
interested in collaborating to define open-data strategies and
business values.

“I already have sunk costs in our data centre. If I went to
the cloud I would be paying somebody else to provide the
same service.

Peering Through the Cloud

Carole Rowe of the City of St. Albert noted that payroll
applications at her City are partially housed in the cloud
now. The IT department is beginning to change its thinking
in ways that relate to the theme of the conference.

The final major issue addressed at Fort Saskatchewan was
cloud computing. A complicated issue it is, but the rationale
for it was linked back to sustainability in a presentation by
Omar Rashid, director of government and public safety for
Microsoft Canada.
“The only reason why people are moving in this direction is financial sustainability,” Rashid stated. “This is really
about, can we make government work with the funds at
hand?
“The conversation has changed from a year ago. Gartner has concluded that governments will give up their desire
to keep control of data internally for the sake of financial
sustainability.”
Municipalities are also discussing ways to use the cloud
to implement joint infrastructure solutions, Rashid reported.
Conversations with delegates revealed that they were
indeed considering the cloud in a sustainability context and
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There are constraints. Schneider of Strathcona County
pointed out one of them – the money already spent on
legacy systems.

“If I had to replace the data centre or, say, the HR
system, I would consider a cloud solution but only with the
motivation of a selection process,” Schneider said.

“The Keeping IT Light theme is very applicable to us,” she
said. “It’s exactly what we are looking at.
“Cloud computing could take applications off the server.
We would not have to manage the applications or the
upgrades. We are definitely having to do more with less,
and this is one way we could achieve that.”
Those sorts of conversations took place thoughout the
conference and helped delegates begin to connect, or reconnect, with their enlarged roles as change agents in using IT
to serve a society with rapidly rising expectations.
“We build from conference to conference to reflect the
evolution of the industry,” Michelle Bohachyk summed up.
“As you attend other conferences throughout the year, you
will see that they are facing the same issues and will probably talk about the same subjects.” 

Canada’s Government Technology Event
October 17–20, 2011 – Ottawa Convention Centre
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Connected Government – Working Together to Better Serve Canadians
Given the need to work horizontally across departments and jurisdictions to improve service delivery and
diminishing budgets, the pressure on governments to leverage efﬁcient, secure, and reliable technologies has
never been higher. In 2011, GTEC will help you prepare for the tsunami of change ahead by gathering delegates
from across Canada to collaborate and participate in discussions on:

» Collaboration through connections — connectedness within the public service at large and with the
public they serve

» Completing the service loop — working together and collaborating within the public service and with
external partners to satisfy citizen and business expectations to provide better and a more seamless
service experience

» Embracing the technology - Leveraging and renewing the technology and information infrastructure
and deploying new and emerging technologies that promote more collaboration and connections

» Protecting the individual and government — adopting and reinforcing the information policy and
practices that are necessary to balance the demands for more connectedness ,convenience and
transparency while at the same time protecting the privacy of the individual

» Examining the communities and organic organizations that are emerging in response to a more
connected and mobile service provision environment

» Understanding the people and the relationships — cross-functional, cross jurisdictional, public-private
partnerships that are emerging to provide better more seamless service

MORE INFORMATION ABOUT ALL OUR PROGRAMS CAN
BE FOUND AT WWW.GTEC.CA
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Governance Issues
By Roy Wiseman
Chief Information Officer
Regional Municipality of Peel, Ontario

IN A FEBRUARY 2011 REPORT to the Federal/Provincial/
Territorial (F/P/T) Clerks and Cabinet Secretaries, the Deputy
Ministers for Service Delivery identified four emerging
opportunities for service delivery collaboration and innovation:
• Service Bundling: Life and Business Events
• Managing multi-channel access (Web, phone, in-person)
and encouraging self-service, where appropriate
• Creating horizontal governance and collaboration across
vertically organized enterprises. “Vulnerable seniors”
were identified as a focus area for this initiative.
• Collaboration on enabling tools for service transformation
including:
•

Expanding the use of the common national Business
Number (BN) as an identifier for businesses

•

Exploring next generation opportunities for BizPaL

•

Researching areas of common interest, including use of
“informed consent” to support a “tell us once” principle
across programs. (“Tell Us Once” is a UK initiative that
enables people to inform government just once of significant changes in circumstance – such as birth, death or
marriage – rather than having to contact several agencies. This service has already been implemented in 42
UK local authorities where it has been used by 29,000
people, with positive response. It is scheduled to be
implemented nationwide in 2011.)

•

Continued work on a common approach to identity
management

•

Continued collaboration on tools and training
(including e-learning) to create a common culture
of service excellence.
For 2011, the recommended focus is on:

• Bereavement Notification Service – service bundling
around the bereavement life event. (A project in Nova
Scotia is discussed later in this column.)
• Service to business enablers, including the Business Number.

Service Bundling by Life Events in Canada
Although identified as an “emerging opportunity,” bundling
of services by life events is not new. In fact, the Government
of Canada and at least seven provinces or territories already
feature bundling of services by life events on their Web sites.
My own quick scan of F/P/T Web sites revealed the life
events in the chart on page 45 (with apologies for any that
I may have missed).
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Service Bundling
And Life Events
Notwithstanding these examples of service bundling
around life events at the F/P/T level, I found only one municipal
example (mycommunity.ca in London and Middlesex County),
despite searching several larger Canadian municipal Web
sites. I expect that there may be others, although this
approach is clearly not yet as common at the municipal
level in Canada.
On the other hand, I found a number of outstanding UK
and European local government examples, including the City
of Carlisle (http://www.carlisle.gov.uk/life_events.aspx).
In addition, five London (UK) boroughs (Lewisham,
Camden, Newcastle, Lambeth and Ealing) joined as partners
in a Life Events Access Project (LEAP) to map 11 events:
Leaving School, Changing Employment Status, Dealing with
Crime, Starting a School (!), Starting a Business, Moving
Home, Becoming a Career, Becoming Disabled, Having a
Baby, Retirement and Bereavement.

Bundling and Life Events Across Jurisdictions
The promise of service bundling is to move beyond providing
simplified access to services within a single jurisdiction.
It can provide a common framework for seamless service
access across jurisdictions.
Within Canada, this has been explored most prominently
in an F/P/T initiative led by Access Nova Scotia. Two working
groups were created to collaborate and develop “blueprints”
to guide the development of life- and business-event service
bundles. The process involved identifying, prioritizing, and
selecting high-priority life events – and then identifying the
programs (and services) that align with those events.
Five selected high-priority events (Birth, Bereavement,
Change of Address, Losing One’s Independence (Seniors)
and Immigrating to Canada) were then mapped to identify
associated federal, provincial (and, to a limited extent,
municipal) programs and services.
(If this initiative had been undertaken in Ontario, there
may have been a greater need for municipal involvement.
A number of services identified as provincial in Nova Scotia
are provided at the municipal level in Ontario.)
The Governments of Canada and Nova Scotia have
since begun to integrate identified high-priority services associated with the birth event (for example, birth registration, birth
certificate, health card application, social insurance number
application.) Similar work is now under way associated with
the bereavement (death) event. At the same time, this work
in Nova Scotia is in the early stages of being replicated in
other provinces.
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Governance Issues
(As a side comment, the Canada/Nova Scotia initiative
seems heavily focused on government programs that need to
be notified of the event, rather than on more immediate services
that individuals or families might require – and where there
may be a greater level of municipal (or not-for-profit/voluntary
sector) involvement. While “tell us once” notification certainly
provides convenience, one gets the sense that this is as much
about reducing costs as improving service to citizens. For
instance, in the bereavement service bundle, the major
benefit may be timely cessation of government pensions and
entitlements. Reducing costs is, of course, not a bad thing.)

Some Theoretical Considerations
While the term “life event” is used almost universally to
describe the types of service bundles noted above, a review
under way in the Region of Peel (with assistance from
KPMG) indicates that services are or can be bundled under
at least three different types of groupings. In addition to
life events, some of the identified bundles can be more
associated with either a target group (seniors, newborns,
unemployed, immigrants) or a need (education, travel,
employment or housing).

CAN
Travelling Abroad

BC

AB

SK

ON

NS

√

√

√

√

√

NB

YT

√

Vacationing in (name of province)
Starting Post-Secondary Education, Graduating, Leaving School

√

Finding/Looking for a Job

√

√

√

√

√

√

Getting Married, Marriage

√

√

√

√

√

√

√

(Separating or) Getting Divorced, Dealing with Separation and
(or) Divorce

√

√

√

√

√

√

√

Having a Baby (or Adopting), Becoming a Parent, Starting a
Family, Birth/Adoption

√

√

√

√

√

√

Raising a Family/Raising Children

√

√

√

Quality Child Care

√

Dealing with Spousal Abuse (or Family Violence)

√

(Renting or) Buying (Owning) a Home, Housing

√

√

√

Moving (to or around)/New Resident in [name of province]),
Changing your Address

√

√

√

Losing your Wallet/Lost Wallet, Having Credentials Recognized,
Changing your Name

√

√

√

Needing Social Supports / Getting Financial Assistance

√

√

√

√

√

√

√

√

√

√

√

√

√

√

√

√

Managing your Debt/Finances
Dealing with Crises

√

√

Operating a Car/After an Auto Accident

√

Living with a Disability

√

Coping with a Health Change, Finding Health Care Resources,
Illness, Needing Continuing Care
Being a Caregiver

√

Retirement (or Turning 65)/Retiring/Getting Ready to Retire/
Pursuing Life’s Best after Retirement

√

√

√

√

√

√

Finding Seniors’ Resources/Seniors Info
What to do Following Death/Dealing with Death/What to do
when Someone Dies
Starting/Registering (or Operating/Closing) a Business,
Business Start-up

√

√
√

√

√
√

√

√

√

√

√

√

√

√

√
√

√

√

√
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Governance Issues
One can see in the choice of terms being used (for
example, Retirement and Becoming a Parent, rather than
Seniors or Parenting) that governments are trying to describe
the bundles from a life-event perspective, although some
examples are less successful (managing your finances,
operating a car). Nor should we be overly concerned if not
all examples are precisely “life events” as long as it makes
it easier for citizens to find the services that they need and
streamlines access to related services.
While it may be helpful for our business architects to
differentiate different types of service-bundling frameworks,
we don’t need to impose this awareness on those who are
using our services.

Future Opportunities
Although not new, organizing service bundles around life
events will be increasingly common in the coming years. In
this regard, Canadian municipalities are falling behind the
F/P/T governments in Canada as well as local governments
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in other countries. This may be partly related to the specific
services provided by local governments in Canada versus,
for instance, the UK – where there is no provincial government
level providing many of the human services.
But the real promise of service bundling lies in its potential
for simplifying access to and streamlining delivery of services
across organizational and jurisdictional boundaries. This
work is still in its early days in Canada, compared with the
national “Tell Us Once” initiative in the UK. In addition,
municipalities have been insufficiently engaged in the
Canadian work to date.
Municipal representatives on the Joint Councils have been
raising this concern to our F/P/T colleagues. As a result, opportunities are opening up. We will, however, need to ensure
that municipal representatives are willing to step forward and
participate in this work when the opportunities arise.
roy.wiseman@peelregion.ca 
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National and Member Executives
National Officers

MISA Atlantic

MISA BC

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

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

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

VICE PRESIDENT
Kathryn Bulko, City of Toronto
416-397-9921
kbulko@toronto.ca

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

VICE PRESIDENT
Guillermo Ferrero, City of Nanaimo
250-755-4486
guillermo.ferrero@nanaimo.ca

TREASURER
Garry Bezruki, City of Waterloo
519-747-8726 (fax 747-8727)
bezruki@city.waterloo.on.ca

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

TREASURER
Barbara Davey, City of Surrey
604-591-4803
brdavey@surrey.ca

MISA Prairies

SECRETARY
Wayne Ikesaka, City of Vernon
250-550-3540
wikesaka@vernon.ca

SECRETARY
David Hennigan,
The Capital Regional District
250-360-3141 dhennigan@crd.bc.ca
www.misa-asim.ca

MISA Ontario
PRESIDENT
Garry Bezruki, City of Waterloo
519-747-8726 (fax 747-8727)
bezruki@city.waterloo.on.ca
VICE PRESIDENT
Geoff Hogan, County of Grey
519-376-2277
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
COUNSEL
Lou Milrad, Miller Thomson LLP
416-595-7926 (fax 595-8695)
lmilrad@millerthomson.com
www.misa.on.ca

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
Kelly Kaban, City of Yorkton
306-786-1729 kkaban@yorkton.ca
www.misaprairies.ca

http://misa.bc.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
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